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ABSTRACT
T h i s  t h e s i s  i s  concer ned  w i t h  c u r r e n t  d e b a t e s  as to  
the  v a l u e  o f  p a t i e n t  s a t i s f a c t i o n  r e s e a r c h .  The t h e s i s  
r e p o r t s  two s u r v e y s  by means o f  wh i ch  the scope o f  p a t i e n t  
s a t i s f a c t i o n  r e s e a r c h  i s  c o n s i d e r e d .  Concept ua l  and 
m e t h o d o l o g i c a l  p r o b l e m s  in t h i s  f i e l d  o f  r e s e a r c h  and 
a l t e r n a t i v e  t h e o r i e s  o f  the s o c i a l  p r o c e s s  whereby  p a t i e n t s  
e v a l u a t e  h e a l t h  c a r e  are  r e v i e w e d .
The two s u r v e y s  a re  p r e s e n t e d  in te rms  o f  an 
i n t r o d u c t i o n  t o  the  p a r t i c u l a r  f i e l d  o f  m e d i c i n e  i n v o l v e d ,  
the  methods o f  e n q u i r y  used,  s u r v e y  r e sp o n s e s  and 
d i s c u s s i o n  o f  r e s u l t s .  The f i r s t  s u r v e y  i s  o f  p a t i e n t s  
a t t e n d i n g  o u t p a t i e n t  n e u r o l o g i c a l  c l i n i c s  p r e s e n t i n g  w i t h  
head a c h e .  T h i s  s t u d y  was cond u c t e d  w i t h  i n t e n s i v e  
i n t e r v i e w s ,  one b e f o r e  the n e u r o l o g i c a l  c o n s u l t a t i o n  and a 
second a t  home, one month l a t e r .  The pr ob l ems  o f  making  
sense o f  p a t i e n t s '  a cc ou n t s  in t e rms  o f  ' e x p e c t a t i o n s '  and 
' s a t i s f a c t i o n '  a r e  o u t l i n e d .  I n s t e a d  d i f f e r e n t  p e r c e p t i o n s  
o f  the v a l u e  o f  c l i n i c  v i s i t s  a r e  r e l a t e d  t o  f o u r  d i f f e r e n t  
c o n c e r n s  f e l t  by p a t i e n t s  in r e l a t i o n  to  t h e i r  headaches ,  
c o nc e r n s  f o r  r e a s s u r a n c e ,  e x p l a n a t i o n ,  p r e v e n t i o n  and 
symp tcwnat i c t r e a t m e n t .
The second s ur v e y  i s  of  p a t i e n t  s a t i s f a c t i o n  w i t h  
o u t p a t i e n t  c a r e  in a d e p ar t men t  o f  g e n i t o - u r i n a r y  m e d i c i n e .  
T h i s  s u r v e y  was c onduc t ed  w i t h  two q u e s t i o n n a i r e s :  one 
co m p l e t e d  w h i l s t  p a t i e n t s  w a i t e d  in the c l i n i c  f o r  t h e i r
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c o n s u l t a t i o n ,  and a second which was m a i l e d  t o  p a t i e n t s  one 
month l a t e r .  S ur vey  r e s u l t s  are  used t o  examine an 
i n t e r a c t i o n i s t  model o f  p a t i e n t  s a t i s f a c t i o n  d e v e l o p e d  by 
Ben S i r a .  The d a t a  i s  examined by v a r i o u s  methods to  
s ug g e s t  l i m i t a t i o n s  o f  and m o d i f i c a t i o n s  t o  the  o r i g i n a l  
mode 1 .
F i n a l l y  the  t h e s i s  assesses  the  c o n t r i b u t i o n  o f  the  
two s u r v e y s  t o  an u n d e r s t a n d i n g  o f  how p a t i e n t s  e v a l u a t e  
m ed i c a l  c a r e .  A l t e r n a t i v e  models  o f  p a t i e n t  s a t i s f a c t i o n  
a r e  r e e x a m i n e d .  I t  i s  a rgued t h a t  some p e r s p e c t i v e s  have  
t oo  r e s t r i c t e d  a v i e w  o f  p a t i e n t s '  a b i l i t i e s .  The 
i m p l i c a t i o n s  o f  the two s u r ve y s  a r e  r e v i e w e d  in terms of  
the d i f f e r e n t  i n t e r e s t s  r e s e a r c h e r s  may have in s u r v e y i n g  
p a t i e n t s '  vi  e ws .
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CHAPTER 1 CONCEPTUAL. METHODOLOGICAL AND POLICY ISSUES IN  
PATIENT SATISFACTION
I n t r o d u c t i o n  and o u t l i n e  o f  main argument s
The p a t i e n t  or  p o t e n t i a l  p a t i e n t ,  f o r  whose b e n e f i t  
h e a l t h  s e r v i c e s  a r e  u l t i m a t e l y  p r o v i d e d ,  has been ,  
a c c o r d i n g  t o  many a n a l y s e s ,  the unseen and s i l e n t  a c t o r  in 
the a r e n a  o f  h e a l t h  p o l i c y .  Whether  one exami nes  h e a l t h  
c ar e  as a m y r i a d  o f  i n d i v i d u a l  d e c i s i o n s  between h e a l t h  
p r o f e s s i o n a l s  and t h e i r  p a t i e n t s ,  or  as a system o f  
r e s o u r c e s  a l l o c a t e d  t o  p o p u l a t i o n s ,  i t  i s  w i d e l y  o b s er v e d  
t h a t  the p r o v i d e r ' s  v o i c e  has been l o u d e r  and more 
i n f l u e n t i a l  than t h a t  o f  the  r e c i p i e n t  of  h e a l t h  c a r e .  In  
modern s o c i e t y  g e n e r a l l y  i t  has become a lmo s t  an a phor i sm  
t o  observe  how n e g l e c t e d  i s  the consumer o f  goods and 
s e r v i c e s  compared w i t h  the  i n t e r e s t s  o f  the  o c c u p a t i o n s  and  
i n s t i t u t i o n s  t h a t  p roduce  the  goods and s e r v i c e s .  The  
emergence o f  s o c i a l  movements such as consumer ism r e f l e c t  
such n e g l e c t .  D i s r e g a r d  f o r  the r e c i p i e n t ' s  i n t e r e s t s  and  
p e r s p e c t i v e  may have s p e c i f i c  and p a r t i c u l a r l y  damaging  
consequences in the  f i e l d  o f  modern h e a l t h  c a r e .  T h i s  v i e w  
has been a c c e p t e d  t o  some e x t e n t  and a t  many d i f f e r e n t  
l e v e l s  and in a v a r i e t y  o f  d i f f e r e n t  ways ,  modern h e a l t h  
c a r e  systems have a t t e m p t e d  t o  become more a t t e n t i v e  t o  the  
p a t i e n t s  whom t hey  t r e a t  and the p o p u l a t i o n s  whom t h e y
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s e r v e .  I n  t h i s  c o n t e x t  p a t i e n t  s a t i s f a c t i o n  has emerged as  
a term w i t h  many r e f e r e n t s :  as an i ssue  t o  whi ch  h e a l t h  
s e r v i c e s  must pay more a t t e n t i o n ;  as an o b j e c t  o f  e n q u i r y  
in the m o n i t o r i n g  o f  s e r v i c e s ;  and as a c oncept  or  f i e l d  o f  
c o nc e pt s  in the e x p l a n a t i o n  o f  p a t i e n t s '  b e h a v i o u r  in the  
s o c i a l  s c i e n c e s .  T h i s  t h e s i s  a t t e m p t s  t o  examine the  
concept  o f  p a t i e n t  s a t i s f a c t i o n  in te rms o f  c o n c e p t u a l ,  
m e t h o d o l o g i c a l  and p o l i c y  p r o b l ems  t h a t  a r i s e  in e x a mi n i n g  
the v i e ws  o f  p a t i e n t s  about  t h e i r  h e a l t h  c a r e .
The i n v e s t i g a t i o n  o f  p e o p l e s '  v i e w s ,  o p i n i o n s  and 
r e a c t i o n s  t o  the h e a l t h  c a r e  sys tems which  t h e y  use ,  pay  
f o r  or  s i m p l y  l i v e  w i t h ,  i s  u n d e r t a k e n  f o r  a v a r i e t y  o f  
d i f f e r e n t  p u r po s e s ,  as  s h a l l  be a r g u e d  l a t e r  in t h i s  
c h a p t e r .  A p a r t i c u l a r  h e a l t h  a u t h o r i t y  may be embar k i ng  on 
m a j o r  d e c i s i o n s  about  i t s  m a t e r n i t y  or  r h e u m a t o l o g i c a l  
s e r v i c e s  t o  a p o p u l a t i o n  and c on c l ud e  t h a t  one c r u c i a l  i tem  
o f  i n f o r m a t i o n  i s  the  v i e w s  o f  c u r r e n t  or  r e c e n t  u s e r s  o f  
those s e r v i c e s .  At  a n o t h e r  l e v e l  a government  may be 
c once r ne d  about  the v a l u e  or  p o p u l a r i t y  o f  h e a l t h  s e r v i c e s  
compared w i t h  o t h e r  p a r t s  o f  i t s  w e l f a r e  p r o v i s i o n  or  
compared w i t h  h y p o t h e t i c a l  a l t e r n a t i v e  methods o f  f u n d i n g  
or  p r o v i d i n g  h e a l t h  c a r e .  At  y e t  a n o t h e r  l e v e l  a c l i n i c i a n  
may be concer ned  w i t h  the  r e as on s  why some p a t i e n t s  do not  
r e t u r n  f o r  t r e a t m e n t ,  do not  comply w i t h  a d v i c e  r e c e i v e d  or  
show l e s s  than e x p e c t e d  i mprovements  f rom t r e a t m e n t .  I n  
each case c o n s i d e r a t i o n  may be g i v e n  t o  the  q u e s t i o n  o f  the  
l e v e l  o f  s a t i s f a c t i o n  i n d i v i d u a l s  e x p r e s s  about  t h e i r  
t r e a t me n  t .
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Al t hough  p a t i e n t s '  v i e w s  about  t h e i r  h e a l t h  c a r e  
a r e  i n c r e a s i n g l y  s o u g h t ,  t h e r e  i s  no consensus about  the  
v a l u e  o f  such i n f o r m a t i o n .  The a im o f  t h i s  t h e s i s  i s  t o  
p r o v i d e  some assessment  o f  the  v a l u e  and scope o f  i n q u i r i n g  
i n t o  p a t i e n t  s a t i s f a c t i o n .  The t h e s i s  i d e n t i f i e s  
a l t e r n a t i v e  uses f o r  i n f o r m a t i o n  about  p a t i e n t  
s a t i s f a c t i o n .  A l t e r n a t i v e  mode l s  o f  p a t i e n t  s a t i s f a c t i o n  
a re  a l s o  d e l i n e a t e d .  The i mp o r ta n ce  o f  such models  i s  t h a t  
t he y  p r e s e n t  d i f f e r e n t  p e r s p e c t i v e s  o f  the p r o c es s  whereby  
p a t i e n t s  judge t h e i r  h e a l t h  c a r e ,  and a l t e r n a t i v e  v i e w s  o f  
the scope of  p a t i e n t  s a t i s f a c t i o n .  Two s t u d i e s  o f  p a t i e n t s '  
v i e ws  are  p r e s e n t e d  and used t o  a ss e s s  the v a l u e  o f  p a t i e n t  
s a t i s f a c t i o n  r e s e a r c h  more g e n e r a l l y .  The f i r s t  s t u d y  
examines  p a t i e n t s '  v i e w s  w i t h  r e g a r d  t o  a n e u r o l o g i c a l  
c l i n i c .  The d a t a  a r e  used t o  examine the more a m b i t i o u s  
v i e w  o f  the scope o f  p a t i e n t  s a t i s f a c t i o n  r e s e a r c h ,  wh i ch  
i s  t h a t  i t  i s  a c r u c i a l  component  o f  h e a l t h  s e r v i c e  
e v a l u a t i o n .  In t h i s  v i e w ,  p a t i e n t s  a r e  c e n t r a l  s o u r c e s  o f  
i n f o r m a t i o n  about  the  b e n e f i t s  o f  h e a l t h  c a r e .  A t  the  same 
t ime the n e u r o l o g i c a l  c l i n i c  s t u d y  i s  used to  examine one 
p a r t i c u l a r  model o f  t he  p r o c e s s  whereby  p a t i e n t s  e v a l u a t e  
t h e i r  h e a l t h  c a r e .  T h i s  model  f o c u s e s  upon the i mp o r ta n ce  
t o  p a t i e n t s '  of  h a v i n g  t h e i r  e x p e c t a t i o n s  o f  the  d o c t o r ' s  
r o l e  s a t i s f i e d  when t h e y  c o n s u l t  the d o c t o r .  The r e s u l t s  
o f  the s t u d y  a re  used t o  argue  t h a t  t h i s  i s  t oo  n a r ro w  and  
m i s l e a d i n g  a v iew o f  the  way in whi ch  p a t i e n t s  e v a l u a t e  
t h e i r  medica l  t r e a t m e n t .
The second s t u d y  o f  p a t i e n t  s a t i s f a c t i o n  exami nes  
p a t i e n t s '  r esponses  t o  a t t e n d a n c e  a t  a s e x u a l l y  t r a n s m i t t e d
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d i s e a s e s  c l i n i c .  The purpose  o f  t h i s  second s t u d y  i s  t o  
examine one o f  the f e w ,  m a j o r  t h e o r e t i c a l  mode l s  o f  p a t i e n t  
s a t i s f a c t i o n ,  d e ve l o p e d  by Ben S i r a .  The i mpor t ance  o f  
t h i s  model i s  t h a t  i t  i d e n t i f i e s  a f a r  more n a r r o w l y  
d e l i m i t e d  r o l e  f o r  p a t i e n t  s a t i s f a c t i o n .  P a t i e n t s  a r e  o n l y  
a b l e  t o  observe  a n a r ro w  r ange  o f  a s p e c t s  o f  t h e i r  h e a l t h  
c a r e  such as the n i c e n e s s  and humaneness o f  t h e i r  d o c t o r .
As t h i s  model p r e s e n t s  p a t i e n t s  as u n a b l e  t o  j udge  the  
m ed i c a l  c o n t e n t  o f  t h e i r  t r e a t m e n t ,  the  i m p l i c a t i o n s  o f  the  
model  a r e  t h a t  p a t i e n t  s a t i s f a c t i o n  has a much more 
c i r c u m s c r i b e d  f u n c t i o n  in p r o v i d i n g  f e e d b a c k  about  m a t t e r s  
such as the ' a r t  o f  c a r e ' ,  and i s  o f  v e r y  l i m i t e d  v a l u e  in 
more a m b i t i o u s  a t t e m p t s  t o  e v a l u a t e  o v e r a l l  outcomes and 
b e n e f i t s  of  h e a l t h  c a r e .
The t h e s i s  i s  o r g a n i s e d  in the  f o l l o w i n g  way.  T h i s  
f i r s t  c h a p t e r  s e t s  ou t  t o  examine some o f  the  d i f f i c u l t i e s  
t h a t  s ur ro u n d  the con ce p t  o f  p a t i e n t  s a t i s f a c t i o n  and i t s  
use in s ur v e y  r e s e a r c h .  F i r s t l y  a t t e n t i o n  i s  drawn t o  the  
d i v e r s e  range of  uses t o  whi ch  the concept  has been p u t .
One o f  the purposes  o f  the  t h e s i s  i s  t o  c o n s i d e r  the v a l u e  
o f  p a t i e n t  s a t i s f a c t i o n  r e s e a r c h  t u  such d i v e r s e  i n t e r e s t s  
and p o t e n t i a l  u s e r s .  T h i s  c h a p t e r  goes on t o  argue  t h a t ,  
d e s p i t e  the i n c r e a s i n g  number o f  p a t i e n t  s a t i s f a c t i o n  
s u r v e y s ,  t h e r e  r e ma i n s  w i d e s p r e a d  s c e p t i c i s m  as t o  the  
v a l u e  o f  such d a t a .  Such s c e p t i c i s m  i s  based on a number  
o f  c on ce p t u a l  and m e t h o d o l o g i c a l  p r ob l ems  c o n s i d e r e d  t o  be 
i n h e r e n t  in p a t i e n t  s a t i s f a c t i o n  s u r v e y s .  These pr ob l ems  
a r e  r e v i e w e d .
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Some o f  the  p rob l ems t h o u g h t  t o  i n h e r e  in p a t i e n t  
s a t i s f a c t i o n  s u r v e y s  d e r i v e  f rom a s s um p t i o n s  as t o  how 
p a t i e n t s  a c t u a l l y  j ud g e  or  e v a l u a t e  the q u a l i t y  o f  t h e i r  
h e a l t h  c a r e .  A c c o r d i n g  t o  some e v i d e n c e ,  f o r  exampl e ,  
p a t i e n t s  r e l y  on a v e r y  nar row and l i m i t e d  range  of  
e x p e r i e n c e  and e v i d e n c e  in f o r m i n g  t h e i r  v i e w s  o f  t h e i r  
m e di c a l  c a r e .  To the e x t e n t  t h a t  such a ss ump t i on s  a re  
a c c u r a t e ,  p a t i e n t  s a t i s f a c t i o n  c o u l d  o n l y  p l a y  a modest  
r o l e  in e v a l u a t i n g  the  q u a l i t y  o f  h e a l t h  s e r v i c e s ,  compared  
w i t h ,  f o r  example c o n v e n t i o n a l  i n d i c e s  o f  m o r b i d i t y .  The 
p r o c e s s  whereby  p a t i e n t s  e v a l u a t e  t h e i r  h e a l t h  c a r e ,  and 
f o r m j udgement s  o f  s a t i s f a c t i o n  or  d i s s a t i s f a c t i o n  i s  
t h e r e f o r e  a c e n t r a l  f o c u s  o f  the t h e s i s  and o f  the two 
e m p i r i c a l  s t u d i e s  o f  p a t i e n t  s a t i s f a c t i o n  whi ch  are  
r e p o r t e d .  A number o f  d i f f e r e n t  mode l s  or  a ssumpt i ons  o f  
how p a t i e n t s  e v a l u a t e  h e a l t h  c a r e  can be d i s t i n g u i s h e d  in 
the  s o c i a l  s c i e n t i f i c  l i t e r a t u r e .  T h i s  c h a p t e r  r e v i e w s  
some o f  the d i s t i n c t i v e  f e a t u r e s  o f  t h r e e  d i f f e r e n t  
a p p r o a c h e s ,  whi ch  f o c u s  in t u r n  upon c o g n i t i v e  b e l i e f s ,  
r o l e  e x p e c t a t i o n s  and e mo t i on a l  n e ed s .  Each o f  the  
a pp r o a c he s ,  most  c l e a r l y  in the case o f  the  model  d e ve l o p e d  
by Ben S i r a ,  s ha r e  the w i d e s p r e a d  t e nde ncy  t o  r e g a r d  
p a t i e n t s '  j ud g e me n t s  as b e i n g  based on v e r y  l i m i t e d  
o b s e r v a t i o n s  and c r i t e r i a .
C h a p t e r s  2 ,  3 and 4 r e p o r t  the  f i r s t  o f  two s u r ve y s  
o f  p a t i e n t  s a t i s f a c t i o n  -  a s t u d y  by i n t e n s i v e  i n t e r v i e w  o f  
p a t i e n t s  a t t e n d i n g  n e u r o l o g i c a l  o u t p a t i e n t  c l i n i c s  f o r  
headache .  By f o c u s i n g  upon p a t i e n t s  p r e s e n t i n g  w i t h  a 
s i n g l e  symptom -  he ada c he ,  i t  i s  p o s s i b l e  t o  g i v e  more
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a t t e n t i o n  t o  the r an g e  o f  mean i ngs  f o r  p a t i e n t s  o f  t h e i r  
symptoms.  In p a r t i c u l a r  the  s t u d y  examines  the  
r e l a t i o n s h i p  between p a t i e n t  s a t i s f a c t i o n  and the d i v e r s e  
c o ncer ns  h e l d  by p a t i e n t s  in r e l a t i o n  t o  t h e i r  p r e s e n t i n g  
symptoms.  The f o c u s  upon p a t i e n t s '  c once r ns  emerges frcxn 
a t t e m p t i n g  to  i d e n t i f y  p a t i e n t s '  e x p e c t a t i o n s  w i t h  r e g a r d  
t o  the n e u r o l o g i c a l  c l i n i c .
Chapt er  2 exami nes  e x i s t i n g  e v i d e n c e  o f  the  ways in 
which headache ,  n o r m a l l y  a p r ob l em t h a t  i s  s e l f  t r e a t e d ,  
may come to  be p r e s e n t e d  t o  m e d i c a l  s p e c i a l i s t s .  Ev i de n c e  
t h a t  s o c i a l - p s y c h o l o g i c a l  f a c t o r s  may p l a y  a r o l e  in 
i l l n e s s  b e h a v i o u r  in r e l a t i o n  t o  headache i s  e xami ned .  The 
methods o f  the s t u d y  a r e  then d e s c r i b e d ,  t o g e t h e r  w i t h  the  
b a s i c  s o c i a l ,  demographic  and me d i c a l  c h a r a c t e r i s t i c s  o f  
the  s t u d y  sampl e .
In c h a p t e r  3 ,  the r e s u l t s  o f  i n t e r v i e w s  c a r r i e d  out  
b e f o r e  p a t i e n t s  c o n s u l t e d  the  n e u r o l o g i s t  a re  r e p o r t e d .
T h i s  pre  c o n s u l t a t i o n  i n t e r v i e w  was used t o  i d e n t i f y  the  
e x p e c t a t i o n s  p a t i e n t s  h e l d  o f  t h e i r  c l i n i c  v i s i t .  Role  
e x p e c t a t i o n s  a re  i d e n t i f i e d  in c h a p t e r  1 as a conmon 
concept  employed in s o c i a l  s u r v e y  r e s e a r c h  t o  make sense o f  
the p ro c es s  whereby  p a t i e n t s  e v a l u a t e  h e a l t h  c a r e .  
E x p e c t a t i o n s  in t h i s  s t u d y  a r e  f ou n d  t o  be t e n t a t i v e ,  f l u i d  
and emer ge n t .  N e v e r t h e l e s s  i t  i s  p o s s i b l e  t o  i d e n t i f y  a 
smal l  range o f  d i f f e r e n t  c o n c e r n s  e x p e r i e n c e d  by p a t i e n t s  
in r e l a t i o n  t o  t h e i r  p r e s e n t i n g  symptoms.  Four  d i f f e r e n t  
c oncer ns  a re  i m p o r t a n t  and a re  d e s c r i b e d  in the c h a p t e r :  
c o ncer ns  f o r  r e a s s u r a n c e ,  e x p l a n a t i o n ,  p r e v e n t i o n  and
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sympt omat ic  r e l i e f .
I n  c h a p t e r  4 s a t i s f a c t i o n  w i t h  the n e u r o l o g i c a l  
c l i n i c  v i s i t  i s  r e p o r t e d .  P a t i e n t s '  comments i n d i c a t e  t h a t  
a w i d e r  range  of  a s p e c t s  o f  t h e i r  c o n s u l t a t i o n  e n t e r  i n t o  
t h e i r  e v a l u a t i o n s  than i s  a l l o w e d  f o r  by Ben S i r a ' s  
c o n ce p t u a l  f r a me w o r k .  A number o f  r e s e r v a t i o n s  and  
q u a l i f i c a t i o n s  t o  t h e i r  n e g a t i v e  comments by p a t i e n t s  
s u p p o r t  the v iew t h a t  p a t i e n t s  do not  r e a d i l y  e x p r e s s  
c r i t i c a l  a t t i t u d e s .  N e v e r t h e l e s s  a range  f rom p o s i t i v e  t o  
n e g a t i v e  v ie w s  a r e  c l e a r l y  i d e n t i f i e d  as t hey  j ud g e  the  
o v e r a l l  v a l u e  or  a p p r o p r i a t e n e s s  t o  t h e i r  p r ob l em o f  the  
c l i n i c  v i s i t .  Such j u d g e m e n t s  o f  outcome a re  n e g l e c t e d  in 
much p a t i e n t  s a t i s f a c t i o n  r e s e a r c h .  However in t h i s  s t u d y  
i t  i s  p o s s i b l e  t o  r e l a t e  v a r y i n g  t y p e s  of  j udgement  o f  the  
v a l u e  o f  the c l i n i c  t o  the  d i f f e r e n t  concer ns  i d e n t i f i e d  in 
the p r e v i o u s  c h a p t e r .  T h e r e  i s  c o n s i d e r a b l e  v a r i a t i o n  in 
the e x t e n t  t o  which d i f f e r e n t  c o n c e rn s  a r e  a s s o c i a t e d  w i t h  
subsequent  s a t i s f a c t i o n .  I t  i s  a r gued  t h a t  t h i s  approach  
p r o v i d e s  i m p o r t a n t  i n s i g h t s  i n t o  the s t r e n g t h s  and  
l i m i t a t i o n s  o f  n e u r o l o g i c a l  management  o f  h e ad a c h e .
In  c h a p t e r s  5 , 6 , 7  and 8 the  second o f  the  two  
s t u d i e s  i s  r e p o r t e d  -  a s u r v e y  by q u e s t i o n n a i r e  o f  p a t i e n t  
s a t i s f a c t i o n  w i t h  a t t e n d a n c e  a t  a s e x u a l l y  t r a n s m i t t e d  
d i s e a s e s  c l i n i c .  The r e s u l t s  o f  t h i s  s ur ve y  a r e  used t o  
examine one o f  the most  e x t e n s i v e l y  r e s e a r c h e d ,  e l a b o r a t e  
and i n f l u e n t i a l  c o n c e p t u a l  f r a mewo r ks  f o r  p a t i e n t  
s a t i s f a c t i o n ,  t h a t  d e v e l o p e d  by Ben S i r a .  He t r a c e s  h i s  
model o f  p a t i e n t  s a t i s f a c t i o n  f r om s o c i a l  i n t e r a c t i o n i s t
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t h e o r y .  I t s  most d i s t i n c t i v e  c h a r a c t e r i s t i c  i s  an emphasis  
upon the impor tance  o f  p a t i e n t s '  e mo t i o n a l  and a f f e c t i v e  
needs as i n f l u e n c e s  upon t h e i r  degr ee  of  s a t i s f a c t i o n  w i t h  
h e a l t h  c a r e .  P a t i e n t s ,  a c c o r d i n g  t o  t h i s  a p pr o a c h ,  a re  
much more r e l i a n t  upon cues  f rom d o c t o r s '  a f f e c t i v e  
b e h a v i o u r  ( such as showing i n t e r e s t  in the p a t i e n t )  
compared w i t h  more t e c h n i c a l ,  i n s t r u m e n t a l  a s p e c t s  o f  h i s  
b e h a v i o u r ,  in e v a l u a t i n g  the  q u a l i t y  o f  t h e i r  med ica l  c a r e .  
Thus s a t i s f a c t i o n  w i t h  a f f e c t i v e  a s p e c t s  o f  h e a l t h  c ar e  i s  
h e l d  to  be o f  pr ime causa l  i mpor t ance  in r e l a t i o n  t o  o t h e r  
j udgement s  o f  s a t i s f a c t i o n .  W h i l s t  Ben S i r a ' s  work  
r e p r e s e n t s  the most  t h o u g h t f u l  e x a m i n a t i o n  t o  d a t e  o f  the  
p r oc es s es  i n v o l v e d  in p a t i e n t s '  e v a l u a t i o n s  o f  t h e i r  h e a l t h  
c a r e ,  i t  i s  a rgued  t h a t  the  k i n d  o f  g e ne r a l  p o p u l a t i o n  
s ur v e y  d a t a  used by Ben S i r a  i s  not  the most  a p p r o p r i a t e  
f o r  e xa mi n i ng  h i s  m o d e l .  D a t a  d e r i v e d  f rom p a t i e n t s  
a c t u a l l y  a t t e n d i n g  a m e d ic a l  s e r v i c e  f o r  h e a l t h  c ar e  
p r o v i d e  a more a p p r o p r i a t e  means o f  e x a m i n i n g  Ben S i r a ' s  
co ncept u a l  f r a me w o r k .
Chapter  5 d e l i n e a t e s  Ben S i r a ' s  model  o f  p a t i e n t  
s a t i s f a c t i o n .  I t  i s  a r g u e d  t h a t  t h e r e  a r e  c o n s i d e r a b l e  
probl ems o f  s a m p l i n g ,  c o n c e p t s  and method in the s u r v e y s  he 
has c a r r i e d  out  t o  d e v e l o p  the mode l .  C h a p t e r  6 i n t r o d u c e s  
the q u e s t i o n n a i r e - b a s e d  s u r v e y  o f  p a t i e n t  s a t i s f a c t i o n  
c a r r i e d  out  in a London s e x u a l l y  t r a n s m i t t e d  d i s e a s e s  (STD)  
c l i n i c .  In the c h a p t e r  a r e  d e s c r i b e d  the c h a r a c t e r i s t i c s  
o f  such c l i n i c s  and o f  the  med i ca l  work c a r r i e d  out  t h e r e .  
The methods o f  the s u r v e y  a r e  d e s c r i b e d  t o g e t h e r  w i t h  the  
s o c i a l ,  demographic  and m e d i c a l  c h a r a c t e r i s t i c s  o f  the
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s u r v e y  sample .
In c h a p t e r  7 ,  the s a t i s f a c t i o n  s c o r e s  o f  p a t i e n t s  
a t t e n d i n g  the STD c l i n i c  a r e  r e p o r t e d .  The d a t a  a r e  f i r s t  
examined by means o f  the same p r o c e s s  o f  ' s p e c i f i c a t i o n '  o f  
r e l a t i o n s h i p s  between v a r i a b l e s  t h a t  Ben S i r a  used to  
de v e l o p  a t h e o r e t i c a l  mode l .  I t  i s  a r gu ed  t h a t  t h e r e  i s  
l i t t l e  sup p o r t  f o r  t h i s  causa l  model  in the  p a t t e r n  o f  
c o r r e l a t i o n s  so p r od u c e d .  F u r t h e r m o r e  a f u l l e r  e x a m i n a t i o n  
o f  d i f f e r e n t  p o s s i b l e  f o u r  v a r i a b l e  c ausa l  mode l s  does not  
p r o v i d e  any s up p o r t  f o r  the c e n t r a l  p o s t u l a t e  o f  Ben S i r a ' s  
t h e o r y  which a s s i g n s  causa l  p r i m a c y  t o  a f f e c t i v e  j udge ment s  
in d e t e r m i n i n g  p a t i e n t  s a t i s f a c t i o n .
In c h a p t e r  8 ,  d a t a  f r om the  STD c l i n i c  s u r v e y  a r e  
used t o  examine f u r t h e r  the i n f l u e n c e  o f  a f f e c t i v e  f a c t o r s  
such as p s y c h o l o g i c a l  d i s t r e s s  and i l l n e s s  c o n c e rn s  upon 
p a t i e n t  s a t i s f a c t i o n .  V a r i o u s  a s p e c t s  o f  p s y c h o l o g i c a l  
d i s t r e s s  measured a t  the t i me  o f  c l i n i c  a t t e n d a n c e  a re  
f ound  to  be a s s o c i a t e d  w i t h  su b se q u e n t  l e v e l s  o f  
s a t i s f a c t i o n ,  w h e t h e r  examined in t e r ms  o f  s i m p l e  b i v a r i a t e  
r e l a t i o n s h i p s  or  f r om m u l t i p l e  r e g r e s s i o n  a n a l y s i s .
The r e s u l t s  o f  the s u r v e y  a r e  used t o  r e a s s e s s  the  
r o l e  o f  a f f e c t i v e  f a c t o r s  emphas i sed  in Ben S i r a ' s  
c o n c e pt u a l  f r a m e w o r k .  I t  i s  a r g u e d  t h a t  Ben S i r a ' s  mo d e l ,  
by u n d e r l i n i n g  the r o l e  o f  e m o t i o n a l  and a f f e c t i v e  f a c t o r s  
in p a t i e n t  s a t i s f a c t i o n ,  s e r v e s  as an i n v a l u a b l e  
c o u n t e r b a l a n c e  t o  the c o g n i t i v e  emphases o f  o t h e r  
p e r s p e c t i v e s .  On the  o t h e r  hand no b a s i s  can be f ound f o r
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the over whe l ming  emp h as i s  upon a f f e c t i v e  f a c t o r s  in h i s  
a pp r oac h .  I t  i s  c o n c l u d e d  t h a t  the approach a s s o c i a t e d  
w i t h  Ben S i r a  has been v a l u a b l e  both in t h a t  i t  has  b r ou g h t  
the s u b j e c t  o f  p a t i e n t  s a t i s f a c t i o n  w i t h i n  the scope o f  
s o c i o l o g i c a l  i n q u i r y ,  and s p e c i f i c a l l y  because i t  
i n t r o d u c e d  c o n s i d e r a t i o n  o f  a f f e c t i v e  f a c t o r s  i n t o  s o c i a l  
r e s e a r c h  on i l l n e s s  e x p e r i e n c e .  On the o t h e r  hand i t  has  
been i mp o r t a n t  c r i t i c a l l y  t o  r e - e x a m i n e  Ben S i r a ' s  t h e s i s  
p r e c i s e l y  b ecause ,  as  a r e s u l t  o f  the r e l e n t l e s s  emphas is  
upon the v i ew t h a t  p a t i e n t s  depend on a f f e c t i v e  cues  t o  
e v a l u a t e  t h e i r  h e a l t h  c a r e ,  the p a t i e n t ' s  p o t e n t i a l  r o l e  as  
a source  of  i n f o r m a t i o n  about  the q u a l i t y  o f  h e a l t h  
s e r v i c e s  becomes t o o  n a r r o w l y  c o n f i n e d  t o  m a t t e r s  such as  
the f r i e n d l i n e s s  and ' n i c e n e s s '  o f  h e a l t h  c a r e  w o r k e r s ,  to  
the n e g l e c t  o f  o t h e r  i s s u e s  such as the outcomes o f  h e a l t h  
c a r e .
In c h a p t e r  9 the  r e s u l t s  o f  the two s u r v e y s  a r e  
r e v i e w e d  in r e l a t i o n  t o  the p r oc es s  whereby  p a t i e n t s  j udge  
t h e i r  h e a l t h  c a r e .  P a t i e n t s  make more complex j ud g e me n t s  
than a re  a l l o w e d  f o r  in Ben S i r a ' s  mo d e l .  They make d i r e c t  
i n f e r e n c e s  about  the  a p p r o p r i a t e n e s s  and v a l u e  o f  m e d i c a l  
i n t e r v e n t i o n s ,  r a t h e r  than r e l y i n g  on cues f r om the  
a f f e c t i v e  b e h a v i o u r  o f  d o c t o r s .  Thus p a t i e n t s  may be s a i d  
t o  make j udgement s  o f  the  outcomes o f  c a r e ,  in a d d i t i o n  t o  
and i n d e p e n d e n t l y  o f  j u d g e men t s  o f  the  p r o c e s s e s  o f  c a r e .
The d i f f e r e n t  c o n c e p t u a l  f r amewor ks  a v a i l a b l e  in the  s o c i a l  
s c i e n c e s  a r e  a g a i n  r e v i e w e d  in the l i g h t  o f  the two s u r v e y s  
r e p o r t e d  in t h i s  t h e s i s .  The p r i m a r y  l i m i t a t i o n s  o f  the  
c o g n i t i v e  a n t h r o p o l o g i c a l  approach a r e  t h a t  c o g n i t i v e
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e x p l a n a t i o n s  may be q u i t e  s e c on d a r y  c o n c e rn s  t o  p a t i e n t s  
and t h a t  the degree  o f  c o m p a t i b i l i t y  or  d i s t a n c e  betwen  
p a t i e n t s '  and me d i ca l  c o g n i t i v e  c on c e p t s  a r e  f a r  l e s s  
i m p o r t a n t  i n f l u e n c e s  upon s a t i s f a c t i o n  compared w i t h  
d i v e r g e n c e  between the  co n ce r ns  and agenda o f  the two 
p a r t i e s .  I n  the n e u r o l o g y  s t u d y ,  the group whose c on ce p t s  
o f  headache a re  most  c o m p a t i b l e  w i t h  those o f  med i ca l  
s c i e n c e  in v i e w i n g  t h e i r  symptoms as a complex  
m u t l t i f a c t o r i a l  and d i s c r e t e  d i s o r d e r  p rove  t o  be the most  
d i s s a t i s f i e d  w i t h  t h e i r  m e d i c a l  t r e a t m e n t .
The r o l e  e x p e c t a t i o n s  approach a l s o  has i m p o r t a n t  
l i m i t a t i o n s  in t e rms  o f  making sense o f  the  n e u r o l o g i c a l  
s t u d y .  Role e x p e c t a t i o n s  a r e  l e s s  s t a b l e  and f i x e d  in 
r e a l i t y  and t a c i t  a ss um p t i on s  about  the way in which  the  
s p e c i a l i s t  s ho u l d  behave o n l y  pr ove  t o  be an i m p o r t a n t  
source  o f  d i s s a t i s f a c t i o n  when o t h e r  more p r o f o u n d  g o a l s  
and co n ce r ns  a r e  f r u s t r a t e d  or  d i s a p p o i n t e d .
The c h a p t e r  a l s o  a ss e ss e s  the  model  in which  
e mo t i o n a l  needs and a f f e c t i v e  f a c t o r s  p l a y  the  dominant  
r o l e  in i n f l u e n c i n g  s a t i s f a c t i o n .  N e i t h e r  s t u d y  p r o v i d e s  
e i t h e r  q u a l i t a t i v e  or  q u a n t i t a t i v e  e v i d e n c e  t o  s u p p o r t  the  
v ie w  t h a t  a f f e c t i v e  c r i t e r i a  a r e  c a u s a l l y  p r i o r  i n f l u e n c e s  
upon s a t i s f a c t i o n .  F u r t h e r m o r e  s p e c i f i c  f i n d i n g s  c o n t r a d i c t  
the t h e o r y .  I n  the STD c l i n i c  s t u d y ,  i n s t r u m e n t a l  
j udgement s  a re  as s t r o n g l y  and c o n s i s t e n t l y  r e l a t e d  as a r e  
a f f e c t i v e  j udgement s  t o  s a t i s f a c t i o n  w i t h  outcomes o f  the  
c l i n i c  v i s i t .  I n  the  n e u r o l o g y  c l i n i c  s t u d y  p a t i e n t s  w i t h  
no emo t i on a l  a n x i e t y  about  t h e i r  symptoms -  those  s e e k i n g
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p r e v e n t i v e  i n t e r v e n t i o n s  f o r  m i g r a i n e  -  r e g a r d  the c l o s e  
p e r so n a l  i n t e r e s t  o f  the d o c t o r  -  h i s  a f f e c t i v e  b e h a v i o u r  -  
as e s p e c i a l l y  i m p o r t a n t .
F i n a l l y  o b s e r v a t i o n s  a r e  made r e g a r d i n g  the  
d i f f e r e n t  p o s s i b l e  uses o f  p a t i e n t  s a t i s f a c t i o n  r e s e a r c h .  
The r e  a r e  s e r i o u s  l i m i t a t i o n s  in the  v a l u e  of  the  
c o n v e n t i o n a l  a t t i t u d i n a l  s u r v e y  most  f r e q u e n t l y  used by 
h e a l t h  a u t h o r i t i e s  t o  m o n i t o r  the  s e r v i c e s  f o r  which  t h e y  
a re  r e s p o n s i b l e .  More c a r e f u l l y  t a r g e t t e d  and more 
i n t e n s i v e  s u r v e y s  need t o  be e x p l o r e d  as means o f  o b t a i n i n g  
u s e f u l  i n f o r m a t i o n  f r om p a t i e n t s  a bout  the q u a l i t y  o f  
s e r v i c e s .  For  c l i n i c i a n s ,  both  c o n v e n t i o n a l  q u e s t i o n n a i r e  
based s ur v e y s  and more i n t e n s i v e  i n t e r v i e w  based s t u d i e s  
p r o v i d e  v a l u a b l e  i n s i g h t s  i n t o  a s p e c t s  o f  the a r t  o f  c a r e  
and p r o v i d e  f u r t h e r  s u p p o r t  f o r  and s p e c i f i c a t i o n  o f  the  
p h i l o s o p h y  o f  ' p a t i e n t  -  c e n t e r e d  c a r e ' .  F i n a l l y  i t  i s  
s u g g e s t e d  t h a t  the  r o l e  o f  p a t i e n t  s a t i s f a c t i o n  needs t o  be 
more f u l l y  e x p l o r e d  a l o n g s i d e  o t h e r  s u r v e y  -  type  
i n s t r u m e n t s  such as h e a l t h  s t a t u s  and q u a l i t y  o f  l i f e  
i n s t r u m e n t s  t h a t  a r e  p l a y i n g  a g r o w i n g  r o l e  in the  
e v a l u a t i o n  o f  h e a l t h  c a r e  in h e a l t h  s e r v i c e s  r e s e a r c h .  One 
o f  the g r e a t e s t  b a r r i e r s  t o  the e x t e n s i o n  o f  p a t i e n t  
s a t i s f a c t i o n  i n t o  e v a l u a t i o n  r e s e a r c h  i s  the a ssumpt i on  
t h a t  p a t i e n t s  can o n l y  u s e f u l l y  corwnent upon a n a r ro w  range  
o f  i s s u e s ,  e s p e c i a l l y  w i t h  r e g a r d  t o  the a f f e c t i v e  a s p e c t s  
o f  c a r e .  Ev i dence  f r om t h i s  t h e s i s  i n d i c a t e s  t h a t  b r o a d e r  
i ss u e s  such as the v a l u e  and a p p r o p r i a t e n e s s  o f  m e d i c a l  
t r e a t m e n t  c o u l d  a l s o  be more e x t e n s i v e l y  i n v e s t i g a t e d  by 
s o c i a l  s c i e n t i f i c  me t hods .
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Thus the t h e s i s  i s  p r i m a r i l y  concer ned  t o  
i n v e s t i g a t e  the p r o c e s s  whereby  p a t i e n t s  form j u d g e men t s  of  
t h e i r  h e a l t h  c a r e .  T h i s  i s  an e s s e n t i a l  f i r s t  s t e p  t owards  
a b r oa de r  e x a m i n a t i o n  o f  the v a l u e  o f  p a t i e n t  s a t i s f a c t i o n  
r e s e a r c h .  Be f ore  e mb a r k i ng  upon t h i s  assessment  o f  the  
concept  o f  p a t i e n t  s a t i s f a c t i o n ,  i t  needs t o  be made c l e a r  
t h a t  the formal  i n v e s t i g a t i o n  o f  p a t i e n t s '  v i e w s ,  by s u r v e y  
q u e s t i o n n a i r e ,  i n t e r v i e w  or  w h a t e v e r  has d e v e l o p e d  w i t h i n  a 
w i d e r  c o n t e x t  o f  changes  in modern h e a l t h  c ar e  s y s t e ms .  An 
u n d e r s t a n d i n g  of  the c h an g i n g  h e a l t h  p o l i c y  c o n t e x t  i s  
u l t i m a t e l y  e s s e n t i a l  t o  an e v a l u a t i o n  o f  the p o t e n t i a l  
v a l u e  of  p a t i e n t  s a t i s f a c t i o n  r e s e a r c h .  In p a r t i c u l a r .  I t  
i s  i m p o r t a n t  t o  a p p r e c i a t e  the  d i v e r s i t y  o f  d e ve l o p m e nt s  
t h a t  have l ed  to  i n t e r e s t  in the  s u b j e c t .  H e a l t h  s e r v i c e s  
r e s e a r c h ,  l i k e  much s o c i a l  p o l i c y  and a p p l i e d  s o c i a l  
r e s e a r c h ,  i s  i n t i m a t e l y  i m p l i c a t e d  in the s p e c i f i c  
p o l i t i c a l  i ssues  o f  i t s  e n v i r o n m e n t .  The most o b v i o u s  
a s p e c t  o f  r e c e n t  s o c i a l  change in which t o  s ea r ch  f o r  
r ea s on s  why the p a t i e n t ' s  v i e w s  have so r e c e n t l y  and so 
w i d e l y  become an o b j e c t  o f  concern  and o f  e n q u i r y  i s  in the  
deve l opment  of  ' c o n s u m er i s m '  in me d i c a l  c a r e .  The  
emergence of  p a t i e n t  s a t i s f a c t i o n  r e s e a r c h  i s  o f t e n  seen as  
a d i r e c t  r e f l e c t i o n  o f  the  deve l opment  o f  consumer ism.  In  
t h i s  sense concern about  the  c o n s u me r ' s  v iews  has i n c r e a s e d  
because the consumer has demanded more a t t e n t i o n  f r om the  
p o l i t i c i a n ,  a d m i n i s t r a t o r ,  manager  and d o c t o r  who have  
h i t h e r t o  d e t e r m i n e d  h e a l t h  p o l i c y .  The concept  o f  the  
consumer needs p a r t i c u l a r l y  c l o s e  e x a m i n a t i o n  because of  
i t s  f r e q u e n t  use in the  f i e l d  o f  p a t i e n t  s a t i s f a c t i o n
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r e s e a r c h .  I t  i s  a r g u e d  her e  t h a t  the o r i g i n s  o f  p a t i e n t  
s a t i s f a c t i o n  r e s e a r c h  cannot  s i m p l y  be t r a c e d  back t o  
c o n s u m e r i s t  p r e s s u r e s  and t h a t ,  p a r t i c u l a r l y  in B r i t a i n ,  
o t h e r  i n t e r e s t s  have p r i m a r i l y  f o s t e r e d  t h i s  p a r t i c u l a r  
f i e l d  o f  inqu i r y .
The Consumer in the  modern w e l f a r e  s t a t e
Advanced modern d e m o c r a c i e s ,  w h i l s t  c r e a t i n g  f orma l  
a r r an g e me nt s  f o r  p o p u l a r  i n v o l v e m e n t ,  may a t  the same t ime  
f o s t e r  in the i n d i v i d u a l  a sense o f  r e mo t e n e s s  f rom  
i n f l u e n c e  t h a t  r e d u c e s  p a r t i c i p a t i o n  <K o r n h a u s e r , 1 9 5 9  
E t z i o n i  H a l e v y ,  1 9 8 1 ) .  At  the h e a r t  o f  modern w e s t e r n  
s o c i e t i e s  a r e  w e l f a r e  systems whose s c a l e ,  
b u r e a u c r a t i s a t i o n  and s p e c i a l i s a t i o n ,  a c c o r d i n g  t o  many 
o b s e r v e r s  ( 6 1 e n n e r s t e r , 1983;  H a d l e y  and H a t c h , 1981;
M i s h r a , 1 9 8 1 ) ,  have c r e a t e d  prob l ems o f  a l i e n a t i o n  and 
d i s a f f e c t i o n  amongst those whom t h e y  are  supposed t o  s e r v e .  
P u b l i c a l l y  p r o v i d e d  w e l f a r e  s e r v i c e s  may be p a r t i c u l a r l y  
l i a b l e  t o  become u n r e s p o n s i v e  t o  consumers '  needs and 
p r e f e r e n c e s  ( W e a l e , 1 9 8 5 ) .  In a l l  w e s t e r n  s o c i e t i e s  modern 
t e c h n o l o g i c a l  m e d i c i n e  i s  a c e n t r a l  e l e m e nt  o f  w e l f a r e  
p r o v i s i o n .  A n a l y s t s  and c r i t i c s  see such me d i c a l  c a r e  as  
p a r t i c u l a r l y  s u s c e p t i b l e  t o  a l i e n a t i n g  e f f e c t s  in i t s  
c l i e n t s  wh e th e r  th r ough  the impersona l  n a t u r e  o f  h i g h l y  
t e c h n o l o g i c a l  p r o c e d u r e s  e s s e n t i a l  t o  the p r a c t i c e  o f  
modern m e d i c i n e  ( B e r l i n e r , 1 9 8 4 ) ,  th r ough  methods o f  
p r o f e s s i o n a l  t r a i n i n g  t h a t  s y s t e m a t i c a l l y  d e p e r s o n a l i s e  
m ed i c i n e  and r e s u l t  in r e d u c t i o n i s t  mode l s  o f  i l l n e s s  
( Osherson and AmaraS i ngham, 1981)  or  th r ough  the b u i l d i n g s
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and i n s t i t u t i o n s  t h a t  t end  t owa r ds  impersonal  c a r e  o f  
p a t i e n t s  by v i r t u e  o f  t h e i r  s c a l e  and s o c i a l  o r g a n i s a t i o n  
( D u f f  and H o i l i n g s h e a d , 1 9 6 8 ) .  Above a l l ,  the p r o f e s s i o n a l  
dominance o f  h e a l t h  c a r e  has been seen d i r e c t l y  to  
c o n t r i b u t e  t o  the p a s s i v i t y  o f  the  p a t i e n t  and t o  the  
n e g l e c t  o f  h i s  or  her  c o n c e r n s  ( F r e i d s o n , 1 9 7 0 ) .
The r e c i p i e n t  o f  me d i c a l  c a r e  has a l wa y s  t h e r e f o r e  
been v iewed as p l a y i n g  a p a r t i c u l a r l y  p a s s i v e  and dependent  
r o l e  v i s  a v i s  the p r o v i d e r s  o f  h e a l t h  c a r e .  However in 
the  l a t t e r  h a l f  o f  the  s i x t i e s  and e a r l y  s e v e n t i e s ,  the  
l anguage  and i d e o l o g y  o f  consumer ism began t o  i n f i l t r a t e  
h e a l t h  p o l i c y  d i s c u s s i o n s  in the USA ( B a s h s h u r , 1 9 6 7 ;
Hochbaum, 1 9 6 9 ) .  The t r e n d s  were  d i v e r s e .  On the  one hand  
the a s s e r t i o n  of  p a t i e n t s '  l e g a l  r i g h t s  became more common 
( C u r r a n , 1 9 7 4 ) .  A l s o  p a t i e n t s  were  e nc ou r a g e d ,  in new f o r ms  
o f  h e a l t h  c a r e  such as N e i gh b o u r ho o d  H e a l t h  C e n t r e s ,  t o  
p a r t i c i p a t e  more in the p l a n n i n g  and management o f  
f a c i l i t i e s .  More b r o a d l y  and i d e o l o g i c a l l y ,  i n t e r e s t  
groups such as the womens'  movement and the e t h n i c  
m i n o r i t i e s  began t o  a s s e r t  a c l a i m  t o  more i n f l u e n c e  over  
the c o n t e n t  o f  m e d i c a l  p r a c t i c e  ( E h r e n r e i c h , 1 9 7 8 )  and the  
v e r y  v a l u e  o f  p r o f e s s i o n a l l y  d o m i n a t e d  med ica l  c a r e  began  
t o  be q u e s t i o n e d  more w i d e l y  ( 1 11 i c h , 1 9 7 5 ) .  T a y l o r  ( 1 9 8 4 )  
v i e ws  the g r owi ng  volume o f  c r i t i c i s m s  o f  m e d i c i n e  as a 
s o c i a l  i n s t i t u t i o n  d u r i n g  t h i s  p e r i o d  as a r e f l e c t i o n  o f  a 
' p a r t i c i p a t i o n  r e v o l u t i o n ' .  S t a r r  summar ises many o f  the  
t r e n d s  in Amer ican c r i t i q u e s  o f  m e d i c i n e  in the  mid 1970s  
as f o l 1ows:
' The  l e f t  w i ng  a d v o c a t e s  o f  h e a l t h  r i g h t s  saw a common
t h r e a d  l i n k i n g  n a t i o n a l  i n s u r a n c e ,  communi ty
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p a r t i c i p a t i o n  on the  b o a r d s  o f  h e a l t h  c e n t e r s  and  
h o s p i t a l s ,  and i n d i v i d u a l  p a t i e n t  r i g h t s  t o  t ake  p a r t  
in t h e i r  own t r e a t m e n t  and t o  t r e a t  t h e m s e l v e s .  The 
i ssue was b a s i c a l l y  p r o f e s s i o n a l  dominance ,  and t h e i r  
aim was t o  i n c r e a s e  the  power o f  c o n s u me r s . '  ( S t a r r ,  
1 9 8 2 : 3 9 2 )
In  t h i s  c o n t e x t  i t  was p l a u s i b l e  f o r  Reeder  t o  v i e w
'consumer i sm as a f o r c e  f o r  c h a n g i n g  the
p r o f e s s i o n a l - c l i e n t  r e l a t i o n s h i p '  ( R e e d e r , 1 9 7 2 : 4 0 7 ) .
Reeder  v iewed the v e r y  change in t e r m i n o l o g y  in t h i s  a r e a
t o  be s i g n i f i c a n t :
'The  mere use o f  the  t e r m "consumers" t o  r e p l a c e  
" c l i e n t s "  i n i t i a t e s  a d i f f e r e n t  p e r s p e c t i v e .  . . . t h e  
s w i t c h i n g  of  l a b e l s  t e nd s  t o  change the f a b r i c  o f  the  
s o c i a l  r e l a t i o n s h i p s  between p r a c t i t i o n e r s  in the  
h e a l t h  d e l i v e r y  sys tem and t h e i r  c l i e n t s . . . . . i n  
consumer -  p r o v i d e r  r e l a t i o n s h i p s ,  c a v e a t  emptor  
i m p l i e s  t h a t  the  consumer has c o n s i d e r a b l y  more 
b a r g a i n i n g  power than f o r m e r l y .  ( R e e d e r , 1 9 7 2 : 4 0 9 )
Growing i n t e r e s t  in p a t i e n t  s a t i s f a c t i o n  as an
issue  was seen by Reeder  as the  c l e a r e s t  s i g n  o f  a l l  o f  a
f undament a l  s h i f t  in power and i n f l u e n c e  between p r o v i d e r s
and r e c i p i e n t s  o f  h e a l t h  c a r e :
' F i n a l l y ,  consumer ism m a n i f e s t s  i t s e l f  most  
p r o m i n e n t l y  in te r ms  o f  the  e x p r e s s i o n  o f  s a t i s f a c t i o n  
and d i s s a t i s f a c t i o n  w i t h  t h a t  system in i t s  v a r y i n g  
f o r m s . . . . T h e  i n c r e a s i n g  number o f  p u b l i s h e d  p a pe r s  
concerned  w i t h  c l i e n t  s a t i s f a c t i o n  or  d i s s a t i s f a c t i o n  
w i t h  h e a l t h  c a r e  i s  an i n d i c a t o r  of  the growth o f  
I n t e r e s t  in t h i s  t ype  o f  r e s e a r c h .  The i mpor t ance  of  
such s t u d i e s  i s  n o t  in the  i n t r i n s i c  d a t a  p r e s e n t e d  
but  in t h e i r  sou n d i ng  a p r e l u d e  t o  somet h ing  f a r  more 
f undamenta l  -  c i t i z e n  p a r t i c i p a t i o n  in h e a l t h  c a r e .  
( R e e d e r , 1 9 7 2 : 4 1 0 )
Reeder  was no t  a l o n e  in v i e w i n g  i n c r e a s e d  i n t e r e s t  
in p a t i e n t  s a t i s f a c t i o n  as a r e f l e c t i o n  o f  more p e r v a s i v e  
t r e n d s  t owards  ' c o n s u me r i s m '  in w i d e r  s o c i e t y  ( L o c k e r  and  
D u n t , 1 9 7 8 : 2 8 3 ;  G r a y , 1 9 8 0  : 7 2 ) .  A c c o r d i n g  t o  Lebow 
( 1 9 8 2 : 2 4 4 )  concern w i t h  p a t i e n t  s a t i s f a c t i o n  must  be 
r e l a t e d  t o  ' t h e  movement t o  a more c o n s u m e r - o r i e n t e d
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s o c i e t y ' .  For  M a r t i n  ( 1 9 8 6 )  consumers have a r  i oh t t o  
have t h e i r  e v a l u a t i o n s  o f  h e a l t h  s e r v i c e s  t a k en  i n t o  
c o n s i d e r a t i o n .  The common t h r e a d  in such v i e w s  i s  t o  see  
c u r r e n t  l e v e l s  of  i n t e r e s t  in p a t i e n t  s a t i s f a c t i o n  
p r i m a r i l y  as r e p r e s e n t i n g  a s h i f t  o f  emphas i s  in h e a l t h  
c ar e  systems t owar ds  more p a t i e n t  f o c u s e d  c a r e  and p a t i e n t  
p a r t i c i p a t i o n  in the  p r o c e s s  o f  c a r e  and away f r om more 
p r o f e s s i o n a l l y  d o m i na t e d  p r o v i s i o n .  The new l e v e l  of  
p r i o r i t y  g i v en  to  p a t i e n t s '  v i e ws  and o p i n i o n s  t hus  both  
r e f l e c t s  and a m p l i f i e s  the r e c o g n i t i o n  t h a t  such v ie w s  had 
h i t h e r t o  been s e r i o u s l y  o v e r l o o k e d .
T h i s  a n a l y s i s  o f  p a t i e n t  s a t i s f a c t i o n  as a f o c u s  of  
p o l i c y  i n t e r e s t  t h a t  r e f l e c t s  the r i s e  o f  consumer ism as a 
s o c i a l  movement h o w e ve r ,  may be d e f i c i e n t  or  r e q u i r e  
q u a l i f i c a t i o n  f o r  a number o f  r e a s o n s .  I n  the  f i r s t  p l a c e ,  
in A m e r i c a ,  where the  l i b e r a l  c r i t i q u e s  o f  m e d i c i n e  
summar ized above had been most  v o c i f e r o u s ,  the l a t e  1970s  
were a p e r i o d  of  d i s e n c h a n t m e n t  w i t h  both p r o f e s s i o n a l  
dominance and w i t h  government  w e l f a r e  i n t e r v e n t i o n .  S t a r r  
d e s c r i b e s  t h i s  p e r i o d  as one o f  ' t h e  l i b e r a l  i mpasse'
( S t a r r , 1 9 8 2 : 4 1 1 )  ou t  o f  whi ch  emerged a new f o r c e  in h e a l t h  
p o l i c y ,  t h r e a t e n i n g  t o  a l t e r  r a d i c a l l y  the s o c i a l  r e l a t i o n s  
o f  m e d ic i n e  -  the c o r p o r a t e  med ica l  e n t e r p r i s e .  The r e c e n t  
r i s e  of  l a r g e  s c a l e  b u s i n e s s  i n t e r e s t s  in m e d i c i n e  
documented by I g l e h a r t  ( 1 9 8 2 ) ,  Salmon ( 1 9 8 4 )  and Be r be r  
( 1 9 8 4 )  i s  a phenomenon o u t s i d e  o f  the scope o f  t h i s  t h e s i s .  
However S t a r r  makes a p r e d i c t i o n  o f  immedia te  r e l e v a n c e :
'The  c o r p o r a t e  h e a l t h  s e r v i c e s  i n d u s t r y  w i l l  a l s o  r e p r e s e n t  
a p ower f u l  new f o r c e  r e s i s t i n g  p u b l i c  a c c o u n t a b i l i t y  and
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p a r t i c i p a t i o n '  <S t a r r , 1 9 8 2 ; 4 4 8 ) .  For  Salmon ( 1 9 8 4 ) ,  the  
r i s e  o f  the ' m e d i c a l  i n d u s t r i a l  c omp l ex '  w i l l  mean a more 
p e r v a s i v e  s a c r i f i c i n g  o f  the i n t e r e s t s  o f  consumers t o  
those o f  c o r p o r a t e  p r o f i t s .  I t  i s  d i f f i c u l t  t o  s p e c u l a t e  
on such p r e d i c t i o n s .  What i s  c l e a r  however  i s  t h a t  the  
v i s i o n  of  consumerism as a s e c u l a r  t r a n s f e r  o f  power and 
v o i c e  f rom h e a l t h  c a r e  p r o v i d e r s  t o  p a t i e n t s  r e q u i r e s  
r e - e x a m i n a t i o n .  W h i l s t  both e a r l i e r  l i b e r a l  c r i t i q u e s  and  
c u r r e n t  s o c i o l o g i c a l  a n a l y s e s  o f  the  r i s e  o f  the c o r p o r a t e  
medica l  b u s i n e s s ,  a gr ee  in a d i a g n o s i s  o f  d e c l i n i n g  
p r o f e s s i o n a l  domi nance ,  t h e y  d i f f e r  in t h e i r  v ie ws  o f  the  
p r o s p e c t s  f o r  consumers t h a t  m i g h t  r e s u l t .  Y e t  t h e r e  i s  no 
a p p a r e n t  d i m i n u t i o n  o f  i n t e r e s t  in p a t i e n t  s a t i s f a c t i o n  in 
t h i s  new p o l i c y  c l i m a t e .  One c r i t i c a l  f e a t u r e  of  
c o r p o r a t e  me d i c i n e  a c c o r d i n g  t o  S t a r r  i s  c l o s e r  v e r t i c a l  
c o n t r o l  and i n t e g r a t i o n  in whi ch  m e d i c a l  and economic  
i n f o r m a t i o n  i s  used more c l o s e l y  t o  m o n i t o r  s e r v i c e  
p e r f o r m a n c e .  I t  i s  no t  i m p l a u s i b l e  t h a t  p a t i e n t s '  
a t t i t u d e s  may be a c e n t r a l  i tem o f  i n f o r m a t i o n  in t h a t  
v e r t i c a l  c o n t r o l .  As I s h a l l  a rgue  e l s e w h e r e  in t h i s  
t h e s i s ,  the i ssues  t h a t  emerge as most  s a l i e n t  in 
c o n v e n t i o n a l  p a t i e n t  s u r v e y s  a r e  p r e c i s e l y  those a s p e c t s  o f  
h e a l t h  c a r e  -  a c c e s s i b i l i t y ,  i n t e r p e r s o n a l  a s p e c t s  o f  c a r e ,  
c a t e r i n g  f a c i l i t i e s  -  t h a t  a more p o w e r f u l  c o r p o r a t e  s e c t o r  
m i ght  wi sh  t o  m o n i t o r  and a d j u s t  a c c o r d i n g  t o  consumer  
r e s p o n s e .  Thus some a s p e c t s  o f  consumer i n t e r e s t s  may be 
f u r t h e r e d  in t h i s  way ,  a t  the same t i me  as ' c o r p o r a t e  
r a t i o n a l i z a t i o n '  i n c r e a s i n g l y  d o m i n a t e s  the  h e a l t h  c a r e  
system as a whole ( P o l l i t t , 1982 ;  A l f o r d , 1 9 7 5 ) .  However the  
l i b e r a l  c r i t i q u e s  o f  m e d i c i n e  were  a l s o  concer ned  w i t h  the
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l a c k  o f  consumer v o i c e  in r e l a t i o n  t o  the o u a l i  t y  and  
con ten t o f  med i ca l  c a r e  and w i t h  the e s c a l a t i o n  o f  
economic c o s t s  t o  t he  consumer which appeared t o  produce  
few med ica l  b e n e f i t s .  P a t i e n t  s a t i s f a c t i o n  s u r v e y s  may 
s t i l l  be a ma j o r  t o o l  o f  c o r p o r a t e  c o n t r o l  in t h i s  new 
p o l i c y  c l i m a t e .  But  a t t e n t i o n  t o  the consumer by a t t i t u d e  
s u r v e y s  may se r v e  m a i n l y  t o  p e r p e t u a t e  the s t a t u s  quo w i t h  
r e g a r d  to  the cor e  m e d i c a l  a c t i v i t i e s  of  the sys t em s i n c e  
p a t i e n t s  in such s u r v e y s  a r e  r a r e l y  c r i t i c a l  o f  t h i s  a s p e c t  
o f  t h e i r  c a r e .  Consumer ism in the US may t h e r e f o r e  
p a r a d o x i c a l l y  produce  r e s u l t s  which r epr oduce  an e x p e n s i v e  
h e a l t h  c ar e  system wh i ch  does not  o p t i m a l l y  s e r v e  the  
i n t e r e s t s  o f  the Am e r i c a n  p o p u l a t i o n  ( P o l l i t t , 1 9 8 2 ) .
I t  i s  d i f f i c u l t  t h e r e f o r e  t o  r e l a t e  c o n t i n u e d  
i n t e r e s t  in p a t i e n t  s a t i s f a c t i o n  as an issue in any s i m p l e  
f a s h i o n  t o  l i b e r a l  and c o n s u m e r i s t  t r e n d s  in the  U n i t e d  
S t a t e s .  The l i b e r a l  c r i t i q u e s  o f  m e d i c i n e  in t he  1970s  
were c l e a r l y  f a v o u r a b l e  t o  p a t i e n t  s a t i s f a c t i o n  r e s e a r c h ;  
y e t  such p o l i c y  i n t e r e s t s  have not  d e c l i n e d  in t he  v e r y  
d i f f e r e n t  c l i m a t e  o f  the  1 9 8 0 s .  I t  may be t h a t  the  c oncept  
o f  consumerism in A mer i can  h e a l t h  c ar e  has v e r y  l i t t l e  
e x p l a n a t o r y  f o r c e ,  because i t  has been used by a n a l y s t s  t o  
cover  such d i s p a r a t e  phenomena as p a r t i c i p a t i o n  in p l a n n i n g  
and management ,  i n v o l v e m e n t  in c l i n i c a l  t r e a t m e n t  
d e c i s i o n s ,  f e m i n i s t  c r i t i q u e s  o f  med ica l  p a t r i a r c h y  and so 
on.  Concern w i t h  p a t i e n t  s a t i s f a c t i o n  i s  c o m p a t i b l e  w i t h  a 
v a r i e t y  o f  d i f f e r e n t  p o l i c y  c o n t e x t s .
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H e a l t h  c ar e  ' c on s u m e r i s m '  in B r i t a i n
In B r i t a i n ,  consumer ism in h e a l t h  c a r e  and concern  
w i t h  p a t i e n t  s a t i s f a c t i o n  a r e  more r e c e n t  p o l i c y  i s s ue s  and 
have d i f f e r e n t  o r i g i n s  and conse que nc es .  I t  i s  t e m p t i n g  to  
s ee ,  as some a n a l y s t s  have ( J o h n s o n , 1977 ,  T a y l o r , 1 9 8 4 ) ,  the  
f o u n d a t i o n  o f  the Communi ty H e a l t h  C o u n c i l s  in 1974 as  
m a r k i n g  the d e l a y e d  e x p r e s s i o n  in B r i t a i n  compared t o  the  
USA o f  p o p u l a r  demands f o r  p a r t i c i p a t i o n  in h e a l t h  p o l i c y .  
However c l o s e r  e x a m i n a t i o n  o f  CHCs i n d i c a t e s  some o f  the  
a m b i g u i t i e s  o f  ' c o n s u m e r i s m '  in the B r i t i s h  c o n t e x t .  When 
the NHS was f o u n d ed ,  l a y  p e r so n s  were  i n c l u d e d  a l o n g s i d e  
p r o f e s s i o n a l s  as members o f  the  ne wl y  c r e a t e d  Re g i ona l  
H o s p i t a l  Boards and H o s p i t a l  Management  C o mmi t t e e s ,  bu t  the  
r o l e  o f  such l a y  p e r s o n s  was u n c l e a r .  K l e i n  ( 1 9 8 3 : 9 6 )  
n o t e s  t h a t  the E l y  i n q u i r y  i n t o  abuse in a h o s p i t a l  f o r  the  
m e n t a l l y  h a nd ica p p e d  drew many p e op l e  t o  co n c l ud e  t h a t  l a y  
members o f  the a u t h o r i t y  had become t oo  c o n ce r ne d  w i t h  
m a n a g e r i a l  f u n c t i o n s  and s t a f f  i n t e r e s t s  and had l o s t  s i g h t  
o f  a d i s t i n c t  r o l e  as ' w a t c h d o g s '  p r o t e c t i n g  the  i n t e r e s t s  
o f  the consumer .  Re form o f  t h i s  f u n c t i o n  o f  the layman in 
the NHS spr ang  f r om b r o a d e r  d e s i r e s  t o  r e f o r m  and c l a r i f y  
management g e n e r a l l y .  Thus a c c o r d i n g  t o  K l e i n ,  the  CHCs a t  
l e a s t  in p a r t  owed t h e i r  o r i g i n s ,  no t  t o  p o p u l a r  
consumer ism but  t o  p o l i t i c i a n s '  and c i v i l  s e r v a n t s '  
en t h u s i as m f o r  m a n a g e r i a l i s m  t h a t  d omi na t e d  h e a l t h  p o l i c y  
in t h i s  p e r i o d :  ' P a r a d o x i c a l l y  i t  was the d o c t r i n e  o f  
m a n a g e r i a l  e f f i c i e n c y  wh i ch  l e d  t o  the  i n s t i t u t u o n a l i s a t i o n
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o f  the v o i c e  o f  the consumer in the  shape o f  Community
H e a l t h  C o u n c i l s '  ( K 1 e i n , 1 9 8 3 : 9 6 ) .  A f u r t h e r  f u n c t i o n  of
CHCs, b u i l t  in by v i r t u e  o f  the number o f  members drawn
f rom l o c a l  v o l u n t a r y  g r o u p s ,  was t h a t  t h e y  p r o v i d e d ,  a t
l o c a l  l e v e l  a v o i c e  t o  p a r t i c u l a r l y  d e p r i v e d  c l i e n t  groups
in the NHS such as the m e n t a l l y  i l l  and the  e l d e r l y .
W h i l s t  g i v e n  the  f u n c t i o n  o f  r e p r e s e n t i n g  l o c a l  consumers '
v i e w s ,  CHCs were  ' . . a  good example o f  the p a t e r n a l i s t i c
r a t i o n a l i s e r s  d e l i b e r a t e l y  l o a d i n g  t he  d i c e '
( K l e i n , 1 9 8 3 : 9 6 )  in f a v o u r  o f  m i n o r i t y  groups  i n s t e a d  of
b r o a de r  c o n s t i t u t i e n c i es o f  consumers .  K l e i n  goes f u r t h e r
in c a s t i n g  d oubt s  on the concept  o f  consumer ism as a s o c i a l
movement in B r i t a i n .  The p e r i o d  o f  t he  1970s u n d o u b t e d l y
saw the growth in number and l e v e l  o f  p u b l i c  p a r t i c i p a t i o n
o f  a range  o f  p a t i e n t s '  i n t e r e s t  g r o u p s .  Such groups
r e p r e s e n t e d  s p e c i f i c  c a t e g o r i e s  o f  p a t i e n t  such as MIND
a c t i n g  on b e h a l f  o f  the m e n t a l l y  h a nd i ca pp e d  and m e n t a l l y
i l l ,  and the B r i t i s h  M i g r a i n e  A s s o c i a t i o n  t o  encourage
r e s e a r c h  and t r e a t m e n t  f o r  m i g r a i n e  s u f f e r e r s .  Thus
p r e s s u r e  groups  t o  a c t  f o r  p a t i e n t s  w i t h  p a r t i c u l a r
p rob l ems p r o l i f e r a t e d .  Y e t ,  a c c o r d i n g  t o  K l e i n ,  these
d eve l op me n t s  s ho u l d  not  be seen as e v i d e n c e  o f  w i d e s p r e a d
i nv o l ve me n t  in h e a l t h  as an i s s u e :
' The  growth o f  s p e c i a l  i n t e r e s t  g roups  and l o b b i e s  
s h o u l d  not  be i n t e r p r e t e d  as e v i d e n c e  o f  a ge n er a l  
d e s i r e  f o r  p u b l i c  i nv o lv e m e n t  in the h e a l t h  c ar e  
p o l i c y  a r e n a .  For  the  main c h a r a c t e r i s t i c s  o f  these  
groups  and l o b b i e s  were  t h a t  t h e y  were o r g a n i s e d  
around v e r y  s p e c i f i c  i s s u e s  and were  run by m i d d l e  
c l a s s  a c t i v i s t s .  T h e i r  s t r e n g t h  l a y  p r e c i s e l y  in the  
f a c t  t h a t  t h e y  were u n r e p r e s e n t a t i v e  o f  NHS consumers  
or  c i t i z e n s  a t  l a r g e :  t h a t  t h e y  were e x c e p t i o n a l l y  
a r t i c u l a t e  in p u t t i n g  f o r w a r d  the  case f o r  p a r t i c u l a r  
i n t e r e s t s . '  ( K l e i n , 1 9 8 3 : 1 1 7 )
Thus the v i e w  t h a t  p a t i e n t  s a t i s f a c t i o n  has become
Page 34
an issue in B r i t a i n  as a r e s u l t  o f  consumer ism i s  a l s o  
d e f i c i e n t .  I n n o v a t i o n s  such as CHCs appear  t o  r e f l e c t  as  
much the i n i t i a t i v e s  o f  c e n t r a l  p o l i t i c a l  p a t e r n a l i s m .  
P a t i e n t s  do not  a c t i v e l y  c o m p l a i n  about  the NHS a l t h o u g h  i t  
may be t h a t  o f f i c i a l  c o m p l a i n t s  p r o c e d u r e s  d i s c o u r a g e  some 
c o m p l a i n a n t s  ( S t a c e y , 1 9 7 4 ) .  S t a c e y  ( 1 9 7 6 )  more g e n e r a l l y  
q u e s t i o n s  the v a l u e  o f  the c on ce p t  o f  consumer .  The  
concept  was i n t r o d u c e d  i n t o  p o l i c y  d i s c u s s i o n s  f o r  
i d e o l o g i c a l  p u r p o s e s ,  she a r g u e s ,  t o  reduce  the  d e f e r e n t i a l  
a s s o c i a t i o n s  o f  the te rm ' p a t i e n t ' .  However ' c o n s u m e r '  
u n d e r v a l u e s  the i mp o r ta n ce  o f  the p a t i e n t  as a c t i v e  
p a r t i c i p a n t  in produc i no h i s  or  her  h e a l t h .  Whether  the  
concept  demeans the s t a t u s  o f  p a t i e n t  would  seem a m a t t e r  
of  o p i n i o n .  Wha t ever  the c a s e ,  S t a c e y ' s  v i ew s u g g e s t s  t h a t  
the term may have more r h e t o r i c a l  than a n a l y t i c a l  v a l u e .  A 
more s e r i o u s  pr ob l em w i t h  the  c oncept  i s  t h a t  i t  i m p l i e s  a 
p e r s i s t e n t  and e n d u r i n g  i n t e r e s t  in an issue w h e r e a s ,  w i t h  
h e a l t h  probl ems p a r t i c u l a r l y ,  most  peop l e  p r e f e r  not  t o  
t h i n k  about  such m a t t e r s  most  o f  the t i m e ,  and when i l l n e s s  
oc cur s  to  make the i ssue  s a l i e n t ,  the i n d i v i d u a l  i s  l e a s t  
a b l e  t o  a c t  l i k e  a consumer ( H a m , 1 9 7 7 ) .  Thus ,  w h i l s t  in 
both B r i t a i n  and the USA the  p e r i o d  in which p a t i e n t  
s a t i s f a c t i o n  has become a m a t t e r  o f  p o l i c y  concern  has  
c o i n c i d e d  w i t h  c ha n g i n g  i d e o l o g i e s  r e l a t i n g  t o  the u s er  o f  
h e a l t h  s e r v i c e s ,  i t  wou l d  be wrong t o  l i n k  the two too  
c l o s e l y  as r e f l e c t i n g  e x p r e s s e d  s o c i a l  p r e s s u r e s  f o r  p u b l i c  
p a r t i c i p a t i o n .  I n s t e a d  the  c o n t i n u e d  i n t e r e s t  in h e a l t h  
s e r v i c e s  w i t h  p a t i e n t  s a t i s f a c t i o n  as an issue i s  more  
r e a d i l y  e x p l a i n e d  in te rms  o f  o t h e r  p a r t i e s '  i n t e r e s t s  in 
the f i e l d  of  h e a l t h  c a r e .
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Ot her  p a r t i e s  w i t h  i n t e r e s t s  in p a t i e n t  s a t i s f a c t i o n ;
H e a l t h  a u t h o r i t i e s
I n t e r e s t  in p a t i e n t  s a t i s f a c t i o n  has a r i s e n  l e s s  as  
a r e s u l t  o f  consumer p r e s s u r e ,  i t  may be a r g u e d ,  and more 
as a r e s u l t  o f  the  needs  o f  h e a l t h  a u t h o r i t i e s  t h a t  p r o v i d e  
h e a l t h  c a r e .  As t h i r d  p a r t i e s  such as g o v er nme nt s ,  
c o r p o r a t e  b u s i n e s s e s  and i n s u r an c e  companies  i n c r e a s i n g l y  
t ake  over  the f u n d i n g  and r u n n i n g  o f  h e a l t h  s e r v i c e s ,  t h e i r  
needs f o r  i n f o r m a t i o n  as t o  the u s e r s '  v ie w s  o f  s e r v i c e s  
i n c r e a s e .  In  B r i t a i n ,  the b o d i e s  m a i n l y  c o n c e rn e d  a r e  
p r i m a r i l y  the R e g i o n a l  and D i s t r i c t  h e a l t h  a u t h o r i t i e s ,  
a l t h o u g h  h i g h e r  l e v e l s  o f  the  NHS such as the DHSS or  
P a r l i a m e n t ,  because o f  t h e i r  s t a t u t o r y  r e s p o n s i b i l i t i e s ,  
may t ake  an i n t e r e s t  in e xa m i n i n g  p a t i e n t s '  v i e w s  about  
h e a l t h  c a r e  p r o v i s i o n .  A d i s t i n c t i v e  f e a t u r e  o f  r e c e n t  
y e a r s  has been the  i n c r e a s e d  p r e s s u r e  f r om P a r l i a m e n t a r y  
Commi t tees  such as the  S o c i a l  S e r v i c e s  Commi t tee  and the  
P u b l i c  Ac c ount s  Commi t tee  demanding t h a t  the  NHS be more 
a c c o u n t a b l e  in t e rms  o f  ' v a l u e  f o r  money'  and q u a l i t y  o f  
c a r e  p r o v i d e d  t o  the  p u b l i c  ( K l e i n ,  1 9 8 2 b ) .  The  
r e s p o n s i b i l i t i e s  o f  p u b l i c  b o d i e s  such as the  NHS 
i n c r e a s i n g l y  e x t e n d  beyond the p r o v i s i o n  o f  s e r v i c e s  t o  
i n c l u d e  r e g u l a r  m o n i t o r i n g  o f  the q u a l i t y  o f  s e r v i c e s  and 
the d e m o n s t r a t i o n  by means o f  e v i d e nc e  t h a t  such m o n i t o r i n g  
o c c u r s .  Demands a r e  i n c r e a s i n g l y  made f o r  the  NHS t o  be 
more o p e n l y  a c c o u n t a b l e  in t e rms  o f  p r o g r e s s  made t owards  
the a ch i evement  o f  o b j e c t i v e s  (Day and K l e i n , 1985 ;  Day and 
K l e i n , 1 9 8 6 ) .  The r an g e  o f  i n f o r m a t i o n  a v a i l a b l e  t o  h e a l t h
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a u t h o r i t i e s  about  t h e i r  s e r v i c e s  i s  enormous,  but  i s  a l mo s t  
e n t i r e l y  i n f o r m a t i o n  about  the volume and i n p u t s  o f  
s e r v i c e s  -  numbers o f  beds ,  l e n g t h s  o f  p a t i e n t  s t a y ,  number  
o f  x - r a y s  p e r f o r m e d  -  and p r o v i d e s  no i n f o r m a t i o n  about  the  
outcomes o f  s e r v i c e s  -  the r e s u l t i n g  b e n e f i t s  t o  p a t i e n t s  
o f  the use o f  s e r v i c e s  ( K l e i n , 1 9 8 2 a ) .  Even the r e c e n t l y  
i n t r o d u c e d  P er f or manc e  I n d i c a t o r s  ( P o l l i t t , 1985)  i n t e n d e d  
t o  enhance h e a l t h  a u t h o r i t i e s '  i n t e l l i g e n c e  f o c u s  a l mos t  
e x c l u s i v e l y  upon such i n p u t s .  T h i s  weakness i s  l a r g e l y  
because of  the irramense t e c h n i c a l  p r ob l ems  in m e as ur i ng  and 
e v a l u a t i n g  outcomes ( L o n g , 1 9 8 5 ) .  I t  i s  e x t r e m e l y  d i f f i c u l t  
t o  i s o l a t e  the e x t e n t  t o  whi ch  l e v e l s  of  h e a l t h  can be 
a t t r i b u t e d  t o  h e a l t h  c a r e  i n t e r v e n t i o n s  r a t h e r  than t o  
o t h e r  f a c t o r s .  Academic comment a t or s  on the NHS have  
n e v e r t h e l e s s  a r gu ed  t h a t  t h i s  l a c k  o f  d a t a  on outcomes  
u r g e n t l y  needs t o  be r e m e d i e d  and t h a t  p a t i e n t s '  v i e ws  need  
t o  be i n c o r p o r a t e d  i n t o  h e a l t h  a u t h o r i t i e s  m o n i t o r i n g  o f  
s e r v i c e s ,  as one c r u c i a l  component  o f  outccxnes ( D o l l , 1973;  
M a x w e l l , 1 9 8 4 ) .  Su r ve y s  o f  p a t i e n t  s a t i s f a c t i o n  o f f e r  the  
p o s s i b i l i t y  o f  f e e d b a c k  to  an a u t h o r i t y  o f  the end r e s u l t s  
o f  the s e r v i c e s  i t  p r o v i d e s  a t  l e a s t  in te rms  o f  l a y  
i n d i v i d u a l s '  j u d g e men t s  o f  outcomes ( Pol 1 i 1 1 , 1 9 8 5 ;  1 9 8 7 ) .
However the l e v e l  o f  p r a c t i c a l  i n v o l v e m e nt  in t h i s  
a r e a  app ea r ed  t o  be modest  u n t i l  the G r i f f i t h s  r e p o r t  (NHS 
Management  I n q u i r y , 1 9 8 3 ) .  The main r ecommendat i ons  o f  t h i s  
r e p o r t  have been l a r g e l y  impl ement ed  and have l e d  t o  the  
i n t r o d u c t i o n  o f  the g e ne r a l  manager  in the NHS. The r e p o r t  
a l s o  s t r o n g l y  a t t a c k e d  the l a c k  o f  i n t e r e s t  in and 
s e n s i t i v i t y  t o  consumers '  v i e ws  in the NHS. I n v i d i o u s
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c o n t r a s t s  were made between the  b u s i n e s s  w o r l d  and the NHS:  
' Bus inessmen have a keen sense o f  how w e l l  t h e y  a r e  l o o k i n g  
a f t e r  t h e i r  c us t omer s .  Whe t her  the  NHS i s  m e e t i n g  the  
needs o f  the p a t i e n t  , and the communi t y ,  and can prove  
t h a t  i t  i s  do i ng  so ,  i s  open t o  q u e s t i o n '  ( Quot ed  in Day 
and K l e i n ,  1983;  1 8 1 4 ) .  Thus in a d d i t i o n  t o  s t r o n g e r  
m a n a g e r i a l  c o n t r o l ,  the  r e p o r t  a d v o c a t e s  m a r k e t  r e s e a r c h  t o  
e l i c i t ;  ' t h e  e x p e r i e n c e  and p e r c e p t i o n s  o f  p a t i e n t s  and the  
communi ty '  (Quot ed  in Day and K l e i n , 1 9 8 3 ; 1 8 1 5 ) .  H e a l t h  
a u t h o r i t i e s  have r espond ed  t o  t h i s  c h a l l e n g e ,  and have even  
been c r i t i c i s e d  f o r  o v e r - e n t h u s i a s m  in t h i s  r e s p e c t .  Thus  
Shaw w r i t e s  t h a t  in the  wake o f  the  G r i f f i t h s  R e p o r t ;  ' The  
s ubsequent  stampede o f  d i s t r i c t s  t o  l a b e l  a s e n i o r  o f f i c e r  
as p e r s o n a l l y  a c c o u n t a b l e  f o r  t e s t i n g  p a t i e n t  s a t i s f a c t i o n  
i s  in danger  o f  b e i n g  seen as synonymous w i t h  q u a l i t y  o f  
c a r e '  ( S h a w , 1 9 8 6 ; 1 1 0 ) .  D i s t r i c t s  in p a r t i c u l a r  appear  t o  
be v e r y  a c t i v e  in c a r r y i n g  ou t  such consumer s u r v e y s  
w h e t h e r  as key components o f  g e n e r a l  d i s t r i c t  q u a l i t y  
c o n t r o l  measures  ( F i s h e r , 1 9 8 6 ) ,  o r  as more l i m i t e d  
e v a l u a t i o n s  o f  s p e c i f i c  s e r v i c e s  such as d i s t r i c t  
p h y s i o t h e r a p y  d e p a r t m e n t s  ( G i t t i n s  and W i l l i a m s , 1 9 8 6 ) .  I t  
i s  i m p o r t a n t  t o  note  t h a t  the  Management  I n q u i r y  was l e d  by  
Roy G r i f f i t h s ,  the Manag i ng  D i r e c t o r  o f  S a i n s b u r y s  and has  
been seen ( B u t l e r  and V a i l e , 1 9 8 4 ; 1 8 2 )  as assuming t h a t  
management  and o r g a n i s a t i o n a l  p r ob l ems  in the NHS were v e r y  
s i m i l a r  t o  those o f  i n d u s t r y .  I n f o r m a t i o n  about  consumer  
s a t i s f a c t i o n  may p l a y  a c e n t r a l  p a r t  in p r i v a t e  s e c t o r  
b u s i n e s s  d e c i s i o n  m a k i n g ,  and f o r  some o b s e r v e r s  i t  i s  
s u p r i s i n g  t h a t  t h i s  has n o t  been the  case f o r  the NHS.  
H a l p e r n ,  f o r  exampl e ,  in r e p o r t i n g  a 4% d e c l i n e  in
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s a t i s f a c t i o n  w i t h  the  NHS e xp r es se d  in two o p i n i o n  p o l l s
between 1985 and 1986 o b s e r v e s :
' F o u r  per  c e n t  m i g h t  not  seem a g r e a t  dea l  bu t  i f  the  
boss o f  a l a r g e  s t o r e  or  an a i r l i n e  got  the the same 
r e t u r n s  f o r  h i s  or  her  o r g a n i s a t i o n  some s e a r c h i n g  
q u e s t i o n s  w o u l d  soon be a s k e d . '  ( H a l p e r n ,  1 9 8 6 : 6 5 4 )
D e c i s i o n  ma k i ng  in the NHS compared t o  p r i v a t e
b u s i n e s s  i s  i n f i n i t e l y  more complex and l e s s  r e s p o n s i v e  to
such p r e s s u r e s .  The G r i f f i t h s  r e p o r t ' s  a c c u s a t i o n s  o f  NHS
i n s e n s i t i v i t y  t o  the  consumer must be u n d e r s t o o d  as an
a t t e m p t  t o  change or  s i m p l y  o v e r l o o k  such s t r u c t u r a l
d i f f e r e n c e s  between the  two t y pe s  of  o r g a n i s a t i o n .  For
some t h i s  assumpt i on  o f  common pr ob l ems  and common
s o l u t i o n s  i s  an ' h e r o i c  o v e r s i m p l i f i c a t i o n '  (Day  and
K l e i n , 1 9 8 3 ) .  C e r t a i n l y  t h e r e  a re  d i f f i c u l t i e s  whi ch  w i l l
be c o n f r o n t e d  by e f f o r t s  t o  p l a c e  consumers '  v i e ws  t o  the
f o r e .  P r o f e s s i o n a l s  a r e  r e l u c t a n t  t o  a c c e p t  c r i t e r i a  o f
e v a l u a t i o n  t h a t  a re  not  p r o f e s s i o n a l l y  d e r i v e d  ( F r e i d s o n ,
1970 ,  W i l d i n g , 1 9 8 2 ) .  Consumers'  v i e ws  in p a r t i c u l a r  may
not  be v i ewed  as l e g i t i m a t e  d a t a  ( Ke1 man, 1 9 7 6 ;  K i sch  and
R e e d e r , 1 9 6 9 ) .  Thus i t  i s  not  y e t  c l e a r  how h e l p f u l  h e a l t h
a u t h o r i t i e s  w i l l  f i n d  consumer i n f o r m a t i o n  as a means of
c hang i ng  p r a c t i c e s .  H e a l t h  p r o f e s s i o n a l s  o f t e n  c o n t r a s t
s u r ve y  d a t a  w i t h  ' h a r d '  ' s c i e n t i f i c '  or  ' t e c h n i c a l '  d a t a ,
by p r o f e s s i o n a l s  in a way t h a t  d i s c r e d i t s  the  s u r v e y  as a
b a s i s  f o r  a c t i o n .  Thus  Marsh and Kaim Caudle  make the
f o l l o w i n g  o b s e r v a t i o n s  about  p a t i e n t  s a t i s f a c t i o n  s u r v e y s
in r e l a t i o n  t o  p r i m a r y  c a r e :
' E v a l u a t i o n  must  be based on t e c h n i c a l  d a t a  and  
t e c h n i c a l  u n d e r s t a n d i n g . . . t h e  p a t i e n t  as a layman i s
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not  w e l l  p l a c e d  t o  p a r t i c i p a t e  In t h i s  p r o c e s s . . . T h e  
f i n d i n g s  of  such s u r v e y s  s h o u l d  not  be c o n s i d e r e d  as  
an e v a l u a t i o n  o f  the q u a l i t y  o f  p r i m a r y  h e a l t h  c a r e  
but  s ho u l d  be v ie w e d  as p a r t  o f  the t r e n d  t o  make the  
c a r e  more p a t i e n t  -  o r i e n t a t e d .  They s ho u l d  p r o v i d e  
u s e f u l  i n d i c a t o r s  f o r  the d e s i r a b i l i t y  o f  c e r t a i n  
t y p e s  o f  change but  not  c o n c l u s i v e  argument s  f o r  
c ha n g i n g  a l l  p r o c e d u r e s  and conduct  which cause  
d i s s a t i s f a c t i o n . '  (Marsh and Kaim C a u d l e , 1 9 7 6 : 1 3 9 )
S t o c k i n g  ( 1 9 8 5 )  p r o v i d e s  e v i d e n c e  t o  i n d i c a t e  how 
s lo w and u n r e s p o n s i v e  many a u t h o r i t i e s  have been in 
p e r m i t t i n g  p a t i e n t s  in h o s p i t a l s  t o  be wakened a t  a l a t e r  
hour  in the m o r n i n g .  E a r l y  wak e n i n g  t ime was the  a s p e c t  o f  
NHS h o s p i t a l s  whi ch  p r ovoked  the most  d i s s a t i s f a c t i o n  
amongst  f o r m e r  p a t i e n t s '  in the Royal  Commi ss i on ' s  
i n v e s t i g a t i o n  o f  p a t i e n t  s a t i s f a c t i o n  w i t h  the NHS 
( 0 P C S , 1 9 7 8 ) .  I t  has  been r e p e a t e d l y  i n v e s t i g a t e d  by CHCs 
a t  l o c a l  l e v e l ,  y e t  i t  i s  an a s p e c t  o f  h o s p i t a l  p r a c t i c e  
r e m a r k a b l y  s low t o  be changed.  Such examples  i n d i c a t e  how 
v e r y  modest  may be the  impact  o f  consumer s u r v e y s  in the  
h e a l t h  s e r v i c e .
H e a l t h  s e r v i c e  r e s e a r c h e r s
D i s t r i c t s  have begun t o  make a p p o i n t m e n t s  such as  
' consumer  r e l a t i o n s  o f f i c e r s '  as a r e s u l t  o f  the  G r i f f i t h s  
R e p o r t  ( Y o u n g , 1 9 8 5 ) .  N e v e r t h e l e s s  t he  l i m i t e d  r e s o u r c e s  
a v a i l a b l e  t o  h e a l t h  a u t h o r i t i e s  have t ended  t o  make the  
deve l opment  o f  s y s t e m a t i c  h e a l t h  s e r v i c e s  r e s e a r c h  
p r o b l e m a t i c  in B r i t a i n .  More r e s e a r c h  i s  c onduc t ed  by  
academic  d e p a r t m e n t s  on DHSS and MRC g r a n t s  than by h e a l t h  
a u t h o r i t i e s  ( W a r r e n , 1 9 8 3 ) .  For  v a r i o u s  r e a s o n s ,  h e a l t h  
s e r v i c e s  r e s e a r c h  i s  t h e r e f o r e  u n d e r d e v e l o p e d  in t h i s  
c o u n t r y  compared t o  the and p o o r l y  i n t e g r a t e d  i n t o
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p o l i c y  and p l a n n i n g  ( B u t l e r  and Bo d d y , 198 3 > .  I n  p a r t i c u l a r  
the  case has been made t h a t  the  e v a l u a t i o n  o f  m e d i c a l  
t r e a t m e n t s  i s  u n d e r f u n d e d ,  and the p a t i e n t s '  e x p e r i e n c e s  
and v iews  o f  t r e a t m e n t s  unexami ned ( C S S , 1982;
Maxwe1 1 , 1 9 8 4 ) .
Such v i e w s  have t o  be u n d e r s t o o d  in r e l a t i o n  t o  
c u r r e n t  ' s t a t e  o f  the  a r t '  d i s c u s s i o n s  of  h e a l t h  s e r v i c e s  
e v a l u a t i o n  r e s e a r c h .  D o l l  ( 1 9 7 3 )  a r gued  t h a t  the  
e v a l u a t i o n  o f  complex h e a l t h  c a r e  systems such as the  NHS 
r e q u i r e s  t h r e e  t y p e s  o f  i n f o r m a t i o n .  F i r s t l y  and most  
o b v i o u s l y  t h e r e  i s  a need f o r  i n f o r m a t i o n  about  med i ca l  
o u tcomes . Cochrane ( 1 9 7 2 )  has c o n v i n c i n g l y  shown t h a t  the  
me d i c a l  b e n e f i t s  o f  much modern m e d i c i n e  r emai n  unexamined  
and the methods w h e re by  such e v a l u a t i o n s  a re  c a r r i e d  out  
a r e  t ime consuming and c om p l ex .  T e ch n i q u e s  such as  
r andomi sed  c o n t r o l l e d  t r i a l s  a l s o  pose enormous e t h i c a l  
d i f f i c u l t i e s .  The second r e q u i r e m e n t  f o r  the  e f f e c t i v e  
e v a l u a t i o n  o f  h e a l t h  s e r v i c e s  i d e n t i f i e d  by D o l l  i s  
i n f o r m a t i o n  about  economic e f f i c i e n c y  . Gi ven the  
u n i v e r s a l  e x p e r i e n c e  o f  r e s o u r c e  c o n s t r a i n t s  in h e a l t h  
c a r e ,  i n c r e a s i n g  a t t e n t i o n  has t o  be g i v e n  t o  such  
t e c h n i q u e s  as c os t  e f f e c t i v e n e s s  and cos t  b e n e f i t  a n a l y s e s  
t o  f a c i l i t a t e  more r a t i o n a l  c h o i c e s  between t r e a t m e n t s .
S i nce  D o l l  w r o t e  h i s  d i s c u s s i o n ,  h e a l t h  economics  has  
burgeoned as a d i s c i p l i n e  ( Cu1y e r , 1 9 7 6 ;  Drummond,1 9 8 0 ) .
The t h i r d  k i n d  o f  i n f o r m a t i o n  D o l l  i d e n t i f i e d  as as  
e s s e n t i a l  con ce r ns  the  s o c i a l  a c c e p t a b i l i t y  o f  h e a l t h  
c a r e .  D o l l  a r gued  t h a t  p u b l i c  s a t i s f a c t i o n  w i t h  the  NHS 
was an i m p o r t a n t  i ssue  wh i ch  was not  r e l i a b l y  r e f l e c t e d
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t hr ough mechanisms such as P a r l i a m e n t  and l a y  
r e p r e s e n t a t i o n  on g o v e r n i n g  h e a l t h  b o a r d s .  He a l s o  
e xp r e s s e d  s c e p t i c i s m  about  the  c a p a c i t i e s  o f  the  then new 
CHCs t o  r e f l e c t  the u s e r s '  v i e w s .  He c o nc l uded  by  
a d v o c a t i n g  ' a m e d i ca l  e q u i v a l e n t  o f  ma rk e t  r e s e a r c h '
( D o l 1 , 1 9 7 3 : 7 3 3 ) .
D o l l  was e f f e c t i v e l y  a d v o c a t i n g  a m u l t i d i m e n s i o n a l  
approach t o  the e v a l u a t i o n  o f  h e a l t h  c ar e  in wh i ch  m e d i c a l ,  
economic and s o c i a l  a s p e c t s  were  c o n s i d e r e d  s i m u l t a n e o u s l y .  
Si nce  t h e n ,  e s p e c i a l l y  in the  USA, the c o n c e p t u a l ,  
t h e o r e t i c a l  and m e t h o d o l o g i c a l  i s s ue s  i n v o l v e d  in such 
e v a l u a t i o n  have p r o g r e s s e d  f u r t h e r .  In p a r t i c u l a r  
Donabedian ( 1 9 8 0 )  has  d e v e l o p e d  a s o p h i s t i c a t e d  f ramework  
f o r  e v a l u a t i n g  the  q u a l i t y  o f  h e a l t h  c a r e  one a s p e c t  o f  
whi ch i s  the e v a l u a t i o n  o f  out comes.  In d i s c u s s i n g  
e v a l u a t i o n  he c o n c l u d e s  t h a t  p a t i e n t  s a t i s f a c t i o n  i s  ' a  
l e g i t i m a t e  component  o f  q u a l i t y  assessment .  I n f o r m a t i o n  
about  i t  s ho u l d  be o b t a i n e d  as c a r e f u l l y  and a s s i d u o u s l y  as  
we now seek p r o f e s s i o n a l  j u d g e m e n t s '  ( D o n a b e d i a n , 1 9 8 3 : 2 2 0 ) .
Such r e s e a r c h  i s  u n d o u b t e d l y  e x p e n s i v e  and t ime  
consuming and t h e r e f o r e  beyond the means o f  h e a l t h  
a u t h o r i t i e s  w i t h i n  c u r r e n t  NHS budget  c o n s t r a i n t s .  In  
p r a c t i c e ,  t h e r e f o r e ,  v e r y  l i t t l e  a u t h o r i t a t i v e  e v a l u a t i o n  
r e s e a r c h  i s  c o n d u c t e d  whi ch  mat ches  the compr ehens i ve  
s t a n d a r d s  commended by D o n a b e d i an .  I n  p a r t i c u l a r  few  
s t u d i e s  a re  c o n d u c t e d  in whi ch  p a t i e n t - f o c u s e d  assessment s  
such as s a t i s f a c t i o n  w i t h  c a r e  f i n d  a p l a c e  a l o n g s i d e  more 
c o n v e n t i o n a l  m e d i c a l  measur es  o f  outcome ( C S S , 1 9 8 2 ) .  An
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example In B r i t a i n  i s  a s t u d y  by A d l e r  e t  a l .  ( 1 9 7 8 ) .  They  
were  c o n ce r ne d  w i t h  the issue o f  r e d u c i n g  l e n g t h s  o f  s t a y  
in h o s p i t a l  f o l l o w i n g  r o u t i n e  s u r g e r y .  A r a n d o mi zed  
c o n t r o l l e d  t r i a l  was s e t  up w i t h  some p a t i e n t s  b e i n g  
d i s c h a r g e d  e a r l i e r  than normal  f o r  h e r n i a  and v a r i c o s e  
v e i n s .  In a d d i t i o n  t o  such outcome measures  as the r a t e  of  
c o m p l i c a t i o n s  f o l l o w i n g  d i s c h a r g e ,  the  team a l s o  assessed  
the degree  o f  s a t i s f a c t i o n  o f  bot h  p a t i e n t s  and t h e i r  
f  am i 1 i e s .
Such s t u d i e s  a r e  ' s t a t e  o f  the  a r t '  i n v e s t i g a t i o n s ,  
the  r e s u l t s  o f  which  a re  s c i e n t i f i c a l l y  e v a l u a t e d  and 
d i s s e m i n a t e d .  The a m b i t i o n  o f  such h e a l t h  s e r v i c e s  
r e s e a r c h  i s  t o  have more than l o c a l  i m p a c t .  Such 
i n v e s t i g a t i o n s  s e t  out  t o  p r o v i d e  d e f i n i t i v e  e v a l u a t i o n s  o f  
a s p e c t s  o f  s e r v i c e s  r a t h e r  than the  i n f o r m a t i o n  g a t h e r i n g  
and m o n i t o r i n g  f u n c t i o n s  which h e a l t h  a u t h o r i t i e s  t ake  on.  
The r i g o r o u s  use o f  p a t i e n t  s a t i s f a c t i o n  as an outcome  
measure in such r e s e a r c h  i s  more common 1 y p r a c t i c e d  in the  
USA than in B r i t a i n .  For  e xa mp l e ,  in the d e ba t e  about  the  
m e r i t s  o f  p r e - p a i d  i n s u r an c e  f o r ms  o f  g e n e r a l  p r a c t i c e  as a 
s u b s t i t u t e  f o r  more c o n v e n t i o n a l  f e e  f o r  s e r v i c e ,  p a t i e n t  
s a t i s f a c t i o n  has been put  t o  use as a p o t e n t i a l l y  i m po r t a n t  
outcome measure (Ross e t  a l . , 1 9 8 1 ;  T e s s l e r  and  
M e c h a n i c , 1 9 7 5 ) .  However i t  may s t i l l  be s a i d  t h a t  p a t i e n t  
s a t i s f a c t i o n  i s  not  y e t  a w e l l  s u f f i c i e n t l y  e s t a b l i s h e d  
c oncept  t o  be e x t e n s i v e l y  used in ' s t a t e  o f  the  a r t '  h e a l t h  
s e r v i c e s  r e s e a r c h .  T h e r e  i s  some c o n s i d e r a b l e  d i s t a n c e  
between the s o p h i s t i c a t e d  a pp r oac h e s  a d v o c a t e d  by w r i t e r s  
such as Donabedian and the r e a l i t y  o f  h e a l t h  s e r v i c e s
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r e s e a r c h .  I t  n e v e r t h e l e s s  r e ma i n s  the case t h a t  the  
s u b j e c t  i s  s t r o n g l y  a d v o c a t e d  by some as a way o f  more 
s y s t e m a t i c a l l y  e v a l u a t i n g  h e a l t h  s e r v i c e s  ( D o n a b e d i a n ,
1983 ;  Long e t  a l . , 1 9 8 5 ;  P o l l i t t ,  1 9 8 5 ) .
P u b l i c  o p i n i o n  p o l l s t e r s
The r e  i s  a n o t h e r  q u i t e  s e p a r a t e  r e a l m  in which the  
c on ce p t  o f  p a t i e n t  s a t i s f a c t i o n  i s  f r e q u e n t l y  i nvoked -  the  
assessment  o f  p u b l i c  o p i n i o n  in r e l a t i o n  t o  the w e l f a r e  
s t a t e  as an i n s t i t u t i o n .  The m o n i t o r i n g  o f  s o c i a l  
a t t i t u d e s  i s  a g r o w i n g  a r e a  o f  e n q u i r y  ( J o w e l l  and 
A i r e y , 1 9 8 4 ) .  A p a r t i c u l a r  f o c u s  o f  i n t e r e s t ,  in w e l f a r e  
s t a t e s  such B r i t a i n ,  i s  the assessment  o f  p u b l i c  o p i n i o n  
w i t h  r e g a r d  t o  the p o p u l a r i t y  and a c c e p t a b i l i t y  o f  the  
s t a t e ' s  p r o v i s i o n  o f  s e r v i c e s  and a l s o  w i t h  r e g a r d  t o  the  
v e r y  p r i n c i p l e  o f  p u b l i c  compared w i t h  p r i v a t e  p r o v i s i o n  o f  
s e r v i c e s  ( T a y l o r  G o o b y , 1 9 8 5 a ) .  As a l a r g e  component  o f  
w e l f a r e  p r o v i s i o n ,  the  NHS has been the s u b j e c t  o f  r e p e a t e d  
o p i n i o n  s u r v e y s .  In the  main such work i s  l e s s  c o n cer ned  
w i t h  the  m o n i t o r i n g  o f  q u a l i t y  f o r  which h e a l t h  a u t h o r i t i e s  
have s t a t u t o r y  r e s p o n s i b i l i t i e s ,  than w i t h  more f unda me nt a l  
q u e s t i o n s  r e g a r d i n g  the  l e g i t i m a c y  o f  p u b l i c  f o r ms  o f  
w e l f a r e  p r o v i s i o n .  T h e r e  i s  a l s o  i n t e r e s t  in such work in 
the  e x t e n t  o f  s o c i a l  v a r i a t i o n  in v i e w s  about  p u b l i c  
we 1 f a r e .
Such s t u d i e s  s ug g e s t  t h a t  the m a j o r i t y  o f  p e o p l e  
s u p p o r t  the p r i n c i p l e  o f  f u n d i n g  o f  the  NHS
( B o s a n q u e t , 1 9 8 4 : 8 4 ) ,  a l t h o u g h  o t h e r  e v i d e nc e  i n d i c a t e s  t h a t
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a m a j o r i t y  o f  p e o p l e  w o u l d  p e r s o n a l l y  choose p r i v a t e  o ver
p u b l i c  c ar e  i f  the c o s t s  were  equal  ( T a y l o r  Gooby, 1 9 8 5 a : 4 0 )
and t h a t  o n l y  a m i n o r i t y  o f  r e s p o n d e n t s  wi sh  the  p r o v i s i o n
of  p r i v a t e  h e a l t h  c a r e  t o  be l i m i t e d  ( H a r r i s o n  and
G r e t t o n , 1 9 8 5 ) .  H a r r i s o n  and G r e t t o n  summarise the  e v i d e n c e
o f  the B r i t i s h  S o c i a l  A t t i t u d e s  S ur vey  ( J o w e l l  and
A i r e y , 1984)  as i n d i c a t i n g  t h a t  ;
' The  NHS commands w i d e s p r e a d  s u p p o r t  among a l l
s e c t i o n s  o f  the  p o p u l a t i o n  a good deal  o f  t h a t
su p p o r t  comes f r om a g e n e r a l  d e s i r e  t o  see more h e a l t h  
s p e n d i n g ,  r a t h e r  than f r om any s t r o n g  a pp r ov a l  o f  
p u b l i c  p r o v i s i o n '  ( H a r r i s o n  and G r e t t o n , 1 9 8 5 : 4 7 ) .
O p i n i o n  s u r v e y s  have a l w a y s  t ended  t o  f i n d  h i gh  
l e v e l s  of  s a t i s f a c t i o n  w i t h  the NHS as an i n s t i t u t i o n  
( K l e i n , 1 9 8 2 ) .  A r e c e n t  s u r v e y  commissioned by the  N a t i o n a l  
A s s o c i a t i o n  o f  H e a l t h  A u t h o r i t i e s  and c onduc t e d  by M a r p l a n  
( H a l p e r n ,  1986)  f o u n d  87% o f  r e s p o n d e n t s  s a t i s f i e d  w i t h  
h o s p i t a l  t r e a t m e n t  in the NHS and 88% s a t i s f i e d  w i t h  f a m i l y  
d o c t o r  t r e a t m e n t .  The B r i t i s h  S o c i a l  A t t i t u d e s  Su r ve y  
( J o w e l l  and A i r e y ,  1984 )  f ound  t h a t  25% o f  r e s p o n d e n t s  
d e s c r i b e d  t h e m s e l v e s  as d i s s a t i s f i e d  w i t h  the NHS. The r e  
were no d i f f e r e n c e s  in d i s s s a t i s f a c t i o n  between r e s p o n d e n t s  
o f  d i f f e r e n t  s o c i a l  c l a s s e s  but  those w i t h  h i g h e r  incomes  
were more l i k e l y  t o  e x p r e s s  d i s s a t i s f a c t i o n .  T a y l o r  
Gooby ' s  s u r v e y  ( 1 9 8 5 a )  a l s o  f ound  d i s s a t i s f a c t i o n  w i t h  the  
NHS t o  be a s s o c i a t e d  w i t h  membership o f  p r i v a t e  h e a l t h  
i ns u r a n c e  schemes.
T a y l o r  Gooby ( 1 9 8 5 b )  c on c l u d e s  f r om the  s u r v e y  
e v i d e n c e  t h a t ,  o v e r a l l ,  the  NHS comnands a h i g h e r  l e v e l  o f  
p o p u l a r i t y  than most  o t h e r  i n s t i t u t i o n s  o f  the B r i t i s h  
w e l f a r e  s t a t e  and t h a t  p e op l e  a r e  w i l l i n g  t o  pay more in
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t h e i r  t a x e s  t o  s u p p o r t  i t .  T h e r e  a r e  d i v e r s e  e x p l a n a t i o n s  
f o r  v a r i a t i o n s  in p u b l i c  s u p p o r t  f o r  i n s t i t u t i o n s  such as  
the NHS between d i f f e r e n t  s o c i a l  g r o u p s .  T h i s  i ssue  i s  
beyond the  scope o f  the c u r r e n t  t h e s i s  and the i n t e r e s t s  o f  
s o c i a l  t h e o r i s t s  c on c e rn e d  w i t h  the  l e g i t i m a c y  o f  p u b l i c  
i n s t i t u t i o n s  such as the NHS a r e  not  d i s c u s s e d  in d e t a i l .  
However p u b l i c  o p i n i o n  r e s e a r c h  does make c l e a r  t h a t  the  
NHS as an i n s t i t u t i o n  r e c e i v e s  w i d e s p r e a d  s u p p o r t .  T h i s  
a t t i t u d i n a l  s u p p o r t  i s  a k ey  f a c t o r  t h a t  needs t o  be borne  
in mind in the o t h e r  uses o f  p a t i e n t  s a t i s f a c t i o n  s u r v e y s  
which a r e  the f o c u s  o f  t h i s  t h e s i s .  I t  may in p r a c t i c e  be 
d i f f i c u l t  t o  s e p a r a t e  out  a t t i t u d i n a l  a s p e c t s  o f  s u p p o r t  
f o r  a p r i n c i p l e  or  i n s t i t u t i o n  f r om more s p e c i f i c  
e v a l u a t i o n s  o f  the  s e r v i c e s  p r o v i d e d .
Cl i n i c i a n s
I n  r e c e n t  y e a r s  t h e r e  has been a r e m a r k a b l e  growt h  
and conver gence  o f  i n t e r e s t  amongst  some br a n ch e s  o f  
c l i n i c a l  m e d i c i n e  and the a p p l i e d  s o c i a l  s c i e n c e s  in 
r e s e a r c h  i n t o  what  may be c a l l e d  the  p a t i e n t ' s  p o i n t  o f  
v i ew ( A r m s t r o n g , 1984 ;  E n g e l , 1 9 7 7 ) .  One common f o c u s  o f  
such r e s e a r c h  has been t o  examine p a t i e n t s '  v i e ws  and  
r e a c t i o n s  t o  t h e i r  c o n s u l t a t i o n s  w i t h  h e a l t h  p r o f e s s i o n a l s  
w i t h  the  goal  o f  u s i n g  such i n f o r m a t i o n  t o  improve the  
q u a l i t y  o f  p e rs o n a l  c a r e  p r o v i d e d  ( P e n d l e t o n  and 
H a s l e r , 1 9 8 3 ) .  Per ha p s  the s i n g l e  most  i m p o r t a n t  e f f e c t  o f  
r e s e a r c h  i n t o  p a t i e n t  s a t i s f a c t i o n  has been as a means o f  
a l t e r i n g  the  ' a r t  o f  c a r e '  or  i n t e r p e r s o n a l  a s p e c t s  o f  the  
p r o v i s i o n  o f  me d i c a l  t r e a t m e n t .
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Two a s p e c t s  o f  t h i s  a p p l i e d  s o c i a l  and b e h a v i o u r a l  
r e s e a r c h  a re  of  p a r t i c u l a r  i mp o r ta n ce  in the  deve l opment  o f  
i n t e r e s t  in p a t i e n t  s a t i s f a c t i o n .  On the one hand  
d i s s a t i s f a c t i o n  has been i d e n t i f i e d  as a p r e d i c t o r  of  
p a t i e n t  b e h a v i o u r  t houg ht  n o t  t o  be in the i n t e r e s t s  o f  the  
p a t i e n t  such as ' f a i l u r e '  t o  comply w i t h  me d i c a l  a d v i c e  or  
t o  r e a t t e n d  f o r  f u r t h e r  t r e a t m e n t .  On the o t h e r  hand  
p a t i e n t  d i s s a t i s f a c t i o n  has been w i d e l y  used t o  i n d i c a t e  
a s p e c t s  o f  h e a l t h  p r o f e s s i o n a l  b e h a v i o u r  w i t h i n  the  
c o n s u l t a t i o n  t h a t  may h i n d e r  the  good p r a c t i c e  o f  m e d i c i n e  
such as poor  convnun i ca t i on or  f a i l u r e  to  p r o v i d e  
r e a s s u r a n c e .  These c l i n i c a l  a p p l i c a t i o n s  o f  p a t i e n t  
s a t i s f a c t i o n  r e s e a r c h  may be b r i e f l y  r e v i e w e d .
P a t i e n t s  who a r e  d i s s a t i s f i e d  w i t h  t h e i r  t r e a t m e n t  
may be l e s s  l i k e l y  t o  c o n t i n u e  u s i n g  the h e a l t h  c a r e  
f a c i l i t y .  Thus s t u d i e s  by La r se n  e t  a l .  ( 1 9 7 9 )  and by 
K l i n e  e t  a l . ,  ( 1 9 7 4 )  both  f o u n d  a moderat e  c o r r e l a t i o n  
between d i s s a t i s f a c t i o n  and p r e m at u r e  t e r m i n a t i o n  o f  use o f  
p s y c h o t h e r a p y . A s t u d y  by Roghmann e t  a l .  ( 1 9 7 9 )  exami ned  
the use of  a m b u l a t o r y  h e a l t h  c a r e  o f  a sample o f  m o t h e r s  in 
R o c h e s t e r ,  New York  r e c e i v i n g  w e l f a r e .  They f ound  t h a t  
t h e i r  assessment  o f  s a t i s f a c t i o n  i n c r e a s e d  the e x p l a i n e d  
v a r i a n c e  in c l i n i c  v i s i t s  by a modest  10% compared w i t h  
p r e d i c t i o n s  f rom demograph ic  v a r i a b l e s  a l o n e .  A s i m i l a r  
s t u d y  by Thomas and Penchansky  ( 1 9 8 4 )  found no z e r o  o r d e r  
c o r r e l a t i o n s  between s a t i s f a c t i o n  and use o f  h e a l t h  
s e r v i c e s  but  d i d  f i n d  p o s i t i v e  c o r r e l a t i o n s  w i t h i n  more 
s p e c i f i c  sub groups o f  the s amp l e .  However ,  p a r t l y  f o r
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m e t h o d o l o g i c a l  r e a s o n s ,  such as the measurement  and t ime  
o r d e r  o f  v a r i a b l e s ,  the  r e s e a r c h  on s a t i s f a c t i o n  and use o f  
s e r v i c e s  i s  u s u a l l y  i n c o n c l u s i v e  ( G r a y , 1 9 8 0 ) .
Somewhat more s u p p o r t  i s  f ound  f o r  the  p r o p o s i t i o n  
t h a t  s a t i s f a c t i o n  i s  p o s i t i v e l y  a s s o c i a t e d  w i t h  c omp l ia n c e  
w i t h  med ica l  a d v i c e .  K i n c ey  e t  a l . , ( 1 9 7 5 )  f o l l o w e d  up f o r  
i n t e r v i e w  p a t i e n t s  who had a t t e n d e d  a g e n e r a l  p r a c t i c e .
They found t h a t  p a t i e n t s '  r e p o r t e d  c o m p l i a nc e  w i t h  a d v i c e  
was s i g n i f i c a n t l y  p o s i t i v e l y  r e l a t e d  t o  t h e i r  s a t i s f a c t i o n  
s c o r e .  S i m i l a r l y  Blumhagen ( 1 9 8 2 )  f ound  a modest  p o s i t i v e  
a s s o c i a t i o n  between s a t i s f a c t i o n  and c om p l i a n c e  w i t h  
t r e a t m e n t  amongst a group of  h y p e r t e n s i v e  p a t i e n t s .  Ot her  
s t u d i e s  p r o v i d e  s u p p o r t  f o r  the i mpor t ance  o f  s a t i s f a c t i o n  
in i n f l u e n c i n g  c o m p l i a n c e  ( B e c k e r  e t  a l . , 1 9 7 2 )  a l t h o u g h  in 
some s t u d i e s  t h e r e  i s  no a s s o c i a t i o n  between the  two 
v a r i a b l e s  ( H u l k a  e t  a l . , 1 9 7 6 ) .
Many o f  t h e s e  s t u d i e s  a r e  c r o s s  s e c t i o n a l  and  
t h e r e f o r e  l e s s  c o n v i n c i n g  than the l o c u s  c l a s s i c u s  o f  such 
r e s e a r c h  -  the A me r ica n  s e r i e s  o f  s t u d i e s  o f  m o t h e r s  
a t t e n d i n g  p a e d i a t r i c  c l i n i c s  in Los A n g e l e s  ( K o r s c h ,  Gozzi  
and Franc  i s , 1968;  F r a n c i s  Korsch and M o r r i s , 1 9 6 9 ) .  T h i s  
s t u d y  r e l a t e d  many a s p e c t s  of  m o t h e r s '  r e a c t i o n s  t o  
s p e c i f i c  e x p e r i e n c e s  tape r e c o r d e d  in t h e i r  c o n s u l t a t i o n s  
w i t h  the p a e d i a t r i c i a n .  A f i n d i n g  o f  p a r t i c u l a r  i mpor t ance  
was t h a t  mo t h e r s  who r a t e d  t h e m s e l v e s  as s a t i s f i e d  w i t h  
t h e i r  c o n s u l t a t i o n s  were  t h r e e  t i m e s  more l i k e l y  t o  comply  
w i t h  the p a e d i a t r i c i a n ' s  a d v i c e  than those who were  
d i s s a t i s f i e d  (53% v s .  17% c o m p l i e d ) .  Once a g a i n  however
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not  a l l  s t u d i e s  have f ou n d  the same p o s i t i v e  a s s o c i a t i o n  
(Wartman e t  a l . ,  1 9 8 3 ) .
P a t i e n t s '  v i e w s  a l s o  p r o v i d e  i m p o r t a n t  i n f o r m a t i o n
about  those a s p e c t s  o f  h e a l t h  c a r e  t h a t  may be summar ised
as ' t h e  a r t  o f  c a r e ' .  By t h i s  phr ase  i s  meant  the v a r i e t y
o f  non t e c h n i c a l  a s p e c t s  o f  t r e a t i n g  p a t i e n t s  such as
showing i n t e r e s t ,  g i v i n g  s u f f i c i e n t  t ime t o  the  p a t i e n t ,
and g i v i n g  a de q u a t e  e x p l a n a t i o n s .  T h e r e  i s  s omet h i n g
a p p r o a c h i n g  a consensus  in the v ie w  t h a t  p a t i e n t s  a re  most
co n ce r ne d  about  and more l i k e l y  t o  e x p r e s s  d i s s a t i s f a c t i o n
in r e l a t i o n  t o  the  i n t e r p e r s o n a l  a s p e c t s  o f  t h e i r  t r e a t m e n t
than w i t h  a n y t h i n g  e l s e .  Thus Kelman o b s e r v e s  t h a t :
' R e c i p i e n t s  o f  c a r e  a re  more c o n ce r ne d  or  d i s s a t i s f i e d  
w i t h  the manner  and means o f  the  p r o c e s s e s  o f  h e a l t h  
c ar e  d e l i v e r y ,  the  way in which t h e y  a re  r e g a r d e d  and  
d e a l t  w i t h  by h e a l t h  c ar e  p e r s o n n e l . . . . . . .  than w i t h
the outcome o f  c a r e  or  the  c o m p e t en c i e s  o f  the h e a l t h  
c a r e  p e r s o n n e l  p r o v i d i n g  c a r e . '  ( K e l m a n , 1 9 7 6 : 4 3 6 )
A n o t h e r  Ame r ica n  o b s e r v e r  c o n c l u d e s  t h a t : ' T h e
Amer i can  p u b l i c  i s  g e n e r a l l y  more s a t i s f i e d  w i t h  the
t e c h n i c a l  a s p e c t  o f  med i ca l  t r e a t m e n t  than w i t h  the
i n t e r p e r s o n a l  component '  ( P o p e , 1 9 7 8 : 2 9 3 ) .  A summary o f
r e s e a r c h  on p a t i e n t s '  v i e ws  in B r i t a i n  c o n c u r s :
' P a t i e n t s  seldom c r i t i c i z e  t h e i r  d o c t o r ' s  c l i n i c a l  
j udgement  or  t h e i r  t e c h n i c a l  compet ence .  A not  
i n c o n s i d e r a b l e  m i n o r i t y  w i l l  c om p l a i n  about  the  
d i f f i c u l t y  o f  c o n s u l t i n g  t h e i r  d o c t o r  as soon as t hey  
woul d  l i k e .  Even more w i l l  c o n f e s s  t h a t  t h e i r  g e ne r a l  
p r a c t i t i o n e r  i s  not  so warm or  f r i e n d l y  as t h e y  would  
l i k e  or  t h a t  t h e y  have d i f f i c u l t y  in t e l l i n g  him a l l  
t h e y  f e e l  he s h o u l d  know about  them and t h e i r  
c o n d i t i o n . '  ( J e f f e r y s  1 9 7 7 : 1 8 8 )
Such c o n c l u s i o n s  a r e  g e n e r a l l y  based on a t t i t u d i n a l
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s u r v e y s .  Thus In H u l k a  e t  a l . ' s  s t u d y  ( 1 9 7 5 ) ,  14% o f  
p a t i e n t s  e x p r e s s e d  d i s s a t i s f a c t i o n  about  a s p e c t s  o f  t h e i r  
d o c t o r ' s  p e r s o n a l  s t y l e  and manner ,  t w i c e  the s i z e  o f  the  
p r o p o r t i o n  who were  c r i t i c a l  o f  the d o c t o r ' s  t e c h n i c a l  
s k i l l s .  I n  C a r t w r i g h t  and A n d e r s o n ' s  s t u d y  ( 1 9 7 9 )  o f  
p a t i e n t s '  v i e w s  o f  Gen er a l  P r a c t i c e  in E n g l a n d ,  23% of  
p a t i e n t s  were  c r i t i c a l  o f  the e x p l a n a t i o n s  t h e y  r e c e i v e d  
f rom t h e i r  d o c t o r ;  o n l y  one o t h e r  i ssue  -  the d o c t o r ' s  
w a i t i n g  room -  p r ov ok e d  more d i s s a t i s f a c t i o n .  O t he r  
communi ty s u r v e y s  ( P a t r i c k  e t  a l . , 1 9 8 3 )  o f  p a t i e n t s '  v ie ws  
emphasize the i mp o r t a nc e  o f  p r ob l ems  o f  c ommuni ca t i on  as a 
main source  o f  p a t i e n t  d i s s a t i s f a c t i o n .
However ,  the  most  i n t e r e s t i n g  and more cogent  
r e s e a r c h  in t h i s  f i e l d  has i n v o l v e d  e x a m i n i n g  p a t i e n t s '  
r esp o n s e s  t o  s p e c i f i c  m e d i c a l  c o n s u l t a t i o n s  in  
c i r c u m s t a n c e s  where  i nde pende nt  i n f o r m a t i o n  about  the  
c o n s u l t a t i o n s  was a l s o  a v a i l a b l e .  The Los A n g e l e s  s t u d y  o f  
p a e d i a t r i c  c l i n i c s  c i t e d  above in c o n n e c t i o n  w i t h  
compl iance  i s  an e x c e l l e n t  example ( Ko rsch  e t  a l . , 1 9 6 8 ;  
F r a n c i s  e t  a l . ,  1 9 6 9 ) .  The s t u d y  i s  so f r e q u e n t l y  c i t e d  
because o f  i t s  m e t h o d o l o g i c a l  s o p h i s t i c a t i o n .  The  
i n v e s t i g a t o r s  were  a b l e  t o  tape r e c o r d  and a n a l y s e  in 
d e t a i l  some 800 c o n s u l t a t i o n s  and examine s p e c i f i c  a s p e c t s  
of  the c o n s u l t a t i o n s  in r e l a t i o n  t o  subsequent  l e v e l s  o f  
s a t i s f a c t i o n  amongst  the  m o t h e r s  whom t h e y  s u b s e q u e n t l y  
q u e s t i o n e d .  The tape  r e c o r d i n g s  r e v e a l e d  many p o s s i b l e  
s h o r t c om in g s  in p a e d i a t r i c i a n s '  app r oac h e s  t o  
co mmu n i ca t i on .  D o c t o r s  f r e q u e n t l y  used j a r g o n ,  f a i l e d  t o  
p r o v i d e  any d i a g n o s t i c  or  p r o g n o s t i c  i n f o r m a t i o n  and o f t e n
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d i d  no t  d i s c u s s  the main w o r r i e s  and c on c e r n s  o f  the  
m o t h e r s .  One q u a r t e r  o f  the m o t h e r s  s u b s e q u e n t l y  e xp r es se d  
d i s s a t i s f a c t i o n  w i t h  the c o n s u l t a t i o n .  I f  the d o c t o r  
engaged in f r i e n d l y  t a l k  w i t h  the  mo t h e r  d u r i n g  the  
c o n s u l t a t i o n ,  mo t h e r s  were s i g n i f i c a n t l y  more l i k e l y  to  be 
s a t i s f i e d  w i t h  the c o n s u l t a t i o n .  I f  the mot her  had a 
chance to  e x p r e s s  her  co n ce r ns  d u r i n g  the c o n s u l t a t i o n ,  and  
such concer ns  were acknowl edged  or  r e g i s t e r e d  by the  
d o c t o r ,  the sense o f  b e i n g  u n d e r s t o o d  l e d  m ot h e r s  to  be 
more s a t i s f i e d  s u b s e q u e n t l y .  Most  i m p o r t a n t  o f  a l l ,  as  
m e nt i o n e d  e a r l i e r ,  m o t h e rs  who were  d i s s a t i s f i e d  were  
s i g n i f i c a n t l y  l e s s  l i k e l y  t o  c o mp l y .  Thus t h i s  s tu d y  was 
a b l e  t o  i d e n t i f y  an i m p o r t a n t  s e t  o f  l i n k s  f rom s p e c i f i c  
gaps in the d o c t o r s '  approach t o  communi ca t i on  through  
p a t i e n t s '  r e a c t i o n s ,  u l t i m a t e l y  t o  the  l e v e l  o f  compl iance  
w i t h  t r e a t m e n t .  T h i s  approach  t o  the  i n v e s t i g a t i o n  of  
c o n s u l t a t i o n s  i s  a l s o  used in S t i l e s  e t  a l . ' s  <1979)  s t u d y  
of  19 d o c t o r s  p r o v i d i n g  g e n e r a l  m e d i c a l  c a r e .  The 
c o n s u l t a t i o n s  were  tape r e c o r d e d  and a n a l y s e d  and p a t i e n t s '  
l e v e l  of  s a t i s f a c t i o n  a ss essed  by s ubsequent  q u e s t i o n n a i r e .  
They i d e n t i f i e d  a s t y l e  o f  i n t e r v i e w i n g  used in some 
c o n s u l t a t i o n s  which  f a c i l i t a t e d  p a t i e n t s  in t e l l i n g  t h e i r  
h i s t o r y  f u l l y  and in t h e i r  own t e r m s .  T h i s  mode o f  
i n t e r v i e w i n g  was s i g n i f i c a n t l y  and p o s i t i v e l y  a s s o c i a t e d  
w i t h  p a t i e n t  s a t i s f a c t i o n .  A s i m i l a r l y  d e s i g n e d  s t u d y  o f  
c o n s u l t a t i o n s  and p a t i e n t  s a t i s f a c t i o n  in F a m i l y  M e d i c i n e  
in Canada came t o  c o n c l u s i o n s  t h a t  r e se mb l e  those o f  S t i l e s  
and c o l l e a g u e s ;  ' a p o s i t i v e  outcome depends on p h y s i c i a n  
b e h a v i o u r  which i s  f a c i l i t a t i n g  r a t h e r  than d o m i n a t i n g '
( S tewar  t , 1 9 8 4 : 7 6 ) .
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F u r t h e r  s t u d i e s  u n d e r l i n e  t he  i mpor t a nce  o f  o t h e r  
a s p e c t s  o f  the  d o c t o r ' s  i n t e r p e r s o n a l  b e h a v i o u r  and 
c o mmu n i ca t i on  s k i l l s  ( D i m a t t e o  e t  a l . ,  1980 ;  W e i n b e r g e r  e t  
a l . , 1 9 8 1 ;  L e y , 1 9 8 2 ) .  One o f  the most  i m p o r t a n t  
d e v e l o p m e n t s  in t h i n k i n g  about  h e a l t h  c a r e  in r e c e n t  y e a r s ,  
e s p e c i a l l y  in p r i m a r y  c a r e ,  has been the advocacy  of  
' p a t i e n t  c e n t e r e d '  as a g a i n s t  ' d o c t o r  c e n t e r e d '  forms o f  
m e d i c a l  p r a c t i c e  -  a r h e t o r i c a l  s h o r t  hand f o r  a wide  
v a r i e t y  o f  changes  in p r a c t i c e  w h i c h  encourage  the p a t i e n t  
t o  be a more i m p o r t a n t  a c t o r  in the  c o n s u l t a t i o n  and 
e nc o u r a g e  the  d o c t o r  t o  f a c i l i t a t e  the  more open e x p r e s s i o n  
o f  p r o b l e m s ,  r a t h e r  than the l i m i t e d  r e p o r t i n g  o f  medica l  
symptoms ( B y rn e  and L o n g , 1976;  T u c k e t t  e t  a l . , 1 9 8 5 ;
K u r e 11 a , 1 9 7 9 ;  Good and Good e t  a l . , 1 9 8 2 ) .  P h y s i c i a n s  such 
as L a z a r e  and c o l l e a g u e s  go so f a r  as t o  a dv o c a t e  a 
' c u s t o m e r  a ppr oach  t o  m e d i c i n e '  in wh i ch  the  c o n s u l t a t i o n  
i s  seen as  ' a p r o c e s s  o f  n e g o t i a t i o n  between the c l i n i c i a n  
and t he  p a t i e n t ,  t a k i n g  the p a t i e n t ' s  r e q u e s t  as the  
s t a r t i n g  p o i n t '  ( L a z a r e  e t  a l . , 1 9 7 5 : 5 5 3 ) .  The r e s e a r c h  
e v i d e n c e  r e v i e w e d  above s ug g e s t s  t h a t  a ss essment s  of  
p a t i e n t  s a t i s f a c t i o n  have p l a y e d  an i m p o r t a n t  p a r t  in 
s u p p o r t i n g  such p h i l o s o p h i c a l  s h i f t s  in c e r t a i n  b r an ch e s  o f  
m e d i c i n e .  A d i s t i n c t i v e  and i m p o r t a n t  t h r u s t  in p a t i e n t  
s a t i s f a c t i o n  r e s e a r c h  b e a r s  upon i s s u e s  w i t h i n  c l i n i c a l  
p r a c t i c e ,  and p r i m a r i l y  a d dr es s e s  t he  c o n c e r n s  o f  a 
c l i n i c a l  a u d i e n c e .
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U n r e s o l v e d  p r o b l e m s  w i t h  p a t i e n t  s a t i s f a c t i o n  s u r v e y s
Thus the  i n v e s t i g a t i o n  o f  p a t i e n t  s a t i s f a c t i o n  has  
been c o n d u c t e d  w i t h  a v a r i e t y  o f  d i f f e r e n t  p u r poses  and 
c o n c e r n s .  D e s p i t e  the  i n c r e a s e d  use o f  p a t i e n t  s u r v e y s ,  
t h e r e  r ema i n  w i d e s p r e a d  r e s e r v a t i o n s  a bo u t  the u l t i m a t e  
v a l u e  o f  the i n f o r m a t i o n  g a i n e d  f rom such i n q u i r i e s .  In  
the  most  e x t r em e  f o r m i t  may be f e l t  t h a t  p a t i e n t s  can 
p r o v i d e  no r e a l l y  u s e f u l  v i e w s  about  the  h e a l t h  s e r v i c e s  
t h a t  t h e y  r e c e i v e .  More conwnon 1 y the  v i e w  i s  e x p r e s se d  
t h a t  w h i l s t  the  p a t i e n t ' s  v i e w s  s h o u l d  be o b t a i n e d ,  t h e y  
a r e  o n l y  l i k e l y  t o  prove  v a l u a b l e  w i t h  r e g a r d  t o  v e r y  
s p e c i f i c  a s p e c t s  o f  h e a l t h  s e r v i c e s  t h a t  the p a t i e n t  i s  
c ompet en t  t o  a p p r e c i a t e  and Judge .  S c e p t i c i s m  may a l s o  
d e r i v e  f r om d o u b t s  about  the m e t h o d o l o g i c a l  r o b u s t n e s s  o f  
the  s u r v e y  as  a means o f  o b t a i n i n g  i n f o r m a t i o n .  To the  
e x t e n t  t h a t  such s c e p t i c a l  v i e ws  p r e v a i l ,  c l e a r l y  the scope  
and a p p l i c a t i o n  o f  p a t i e n t  s a t i s f a c t i o n  r e s e a r c h  w i l l  
u l t i m a t e l y  r e m a i n  modest .  T h i s  s e c t i o n  a t t e m p t s  t o  draw  
t o g e t h e r  some o f  the  main m e t h o d o l o g i c a l  p r ob l ems  t h a t  have  
emerged t h a t  e v e r  t h r e a t e n  t o  undermi ne  c o n f i d e n c e  in the  
v a l u e  o f  f u r t h e r  r e s e a r c h .
I
Pr ob l ems  a r i s i n g  f rom p a t i e n t s '  l i m i t e d  t e c h n i c a l  
competence
P er ha p s  the  s i n g l e  most  I m p o r t a n t  r e s e r v a t i o n  or  
l i m i t a t i o n  f e l t  t o  e x i s t  in p a t i e n t  s a t i s f a c t i o n  r e s e a r c h
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i s  t h a t  p a t i e n t s  a r e  no t  v e r y  k no w l e d g e ab l e  about  t e c h n i c a l  
me d i ca l  m a t t e r s .  E a r l i e r  in the c h a p t e r  Marsh and Kaim 
Caudl e  ( 1 9 7 6 )  were  c i t e d  as e x p r e s s i n g  r e s e r v a t i o n s  o f  t h i s  
n a t u r e  about  the v a l u e  o f  p a t i e n t s '  v i e w s .  They s t a t e  q u i t e  
s u c c i n c t l y  t h a t ;  ' p a t i e n t s  a r e  u n a b l e  t o  j udge  the q u a l i t y  
o f  the s e r v i c e  t h e y  r e c e i v e '  (Marsh and Kaim 
C a u d l e , 1 9 7 6 : 1 3 8 ) .  Such p r o f o u n d  r e s e r v a t i o n s  w i t h  r e g a r d  
t o  p a t i e n t s '  a b i l i t i e s  t o  a s s e s s  med ica l  c a r e  a r e  common 1 y 
e x p r e s s e d  (Ben S i r a , 1976 :  3 ;  P a r k e r , 1 9 7 6 :  194;
S c h e i r e r , 1 9 7 8 : 6 6 ) .  Thus i t  i s  f r e q u e n t l y  o b ser ved  ( L o c k e r  
and D u n t , 1 9 7 8 : 2 9 0 ;  Van Den H e u v e l , 1 9 8 0 : 4 2 5 )  t h a t  the  
p e r c e p t i o n  o f  the consumer as u n a b l e  t o  assess  t e c h n i c a l  
a s p e c t s  o f  the q u a l i t y  o f  c a r e  i s  the main r eason  f o r  the  
l i m i t e d  r o l e  of  the  consumer in h e a l t h  s e r v i c e  e v a l u a t i o n  
and d e c i s i o n  m a k i n g .  Kelman e x p r e s s e s  the prob l em in t h i s  
way:
' . . a l t h o u g h  the  t r a d i t i o n a l  and the more ' e n l i g h t e n e d '  
p r o v i d e r  p e r s p e c t i v e s  on q u a l i t y  c a r e  and i t s  
assessment  may d i f f e r  w i t h  r e s p e c t  t o  the i mpor t ance  
or  r e l e v a n c e  o f  the  consumer as a d a t a  s o u r c e ,  n e i t h e r  
v i e w p o i n t  p r o v i d e s  o p p o r t u n i t y  f o r  the consumer t o  
p a r t i c i p a t e  in the  d e f i n i t i o n  o f  q u a l i t y ,  t h a t  i s ,  in 
s p e c i f y i n g  the c r i t e r i a  o f  h e a l t h  c a r e  q u a l i t y . . .  To 
J u s t i f y  t h i s  e x c l u s i o n  or  c o n s t r a i n t  on the gr ounds  o f  
i gn o r an ce  or  i ncompet ence  i s  e s s e n t i a l l y  an 
i d e o l o g i c a l  d e n i a l  o f  l e g i t i m a c y . ' ( K e l m a n , 1 9 7 6 : 4 3 4 . )
One r e s u l t  o f  the  p r e v a l e n c e  o f  t h i s  v i e w i s  t h a t
the s e r i o u s  i n v e s t i g a t i o n  o f  such a s p e c t s  o f  p a t i e n t s '
v i e w s  i s  o f t e n  not  u n d e r t a k e n  p r e c i s e l y  because i t  i s
assumed in advance t h a t  n o t h i n g  o f  v a l u e  can be l e a r n e d .
One o f  the c l e a r e s t  e x p r e s s i o n s  o f  t h i s  i s  the Royal
Co mmi ss i on ' s  d e c i s i o n s  about  which  a s p e c t s  o f  p a t i e n t s '
v i e w s  t o  i n v e s t i g a t e  in i t s  own ma j or  s t u d y ;
' I t  was d e c i d e d  n o t  t o  ask p a t i e n t s  about  t h e i r  
s a t i s f a c t i o n  w i t h  t h e i r  a c t u a l  t r e a t m e n t  and w i t h  the
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s t a n d a r d  o f  m e d i c a l  c a r e  t h e y  had r e c e i v e d  f o r  two 
r e a s o n s :  f i r s t l y  t h e r e  was no o b j e c t i v e  s t a n d a r d  
a g a i n s t  which  t o  s e t  t h e i r  answers  and s e c o n d l y  i t  was  
f e l t  t h a t  the p a t i e n t ' s  own v i e ws  on h i s  t r e a t m e n t  
woul d  not  be a sound b a s i s  on which t o  make 
r ecommendat i ons  f o r  changes  or  improvements '
<OPCS,1 9 7 8 : 5 ) .
As Gray  o b s e r v e s  ( 1 9 8 0 : 6 5 ) ,  p o t e n t i a l l y  t h e r e  i s  a s e l f  
f u l f i l l i n g  pr ophesy  i n v o l v e d  i f  i n v e s t i g a t o r s  p e r s i s t e n t l y  
n e g l e c t  a t t i t u d e s  or  v ie ws  on the  b a s i s  t h e y  a re  unsound or  
u n r e l i a b l e .
The b a s i s  f o r  n e g l e c t i n g  p a t i e n t s '  v i e ws  w i t h  
r e g a r d  t o  the t e c h n i c a l  and m e d i c a l  a s p e c t s  o f  t h e i r  c a r e  
i s  e s s e n t i a l l y  t h a t  o f  the p a t i e n t ' s  i g n o r a n c e .  Much 
m e d i c a l  and b e h a v i o u r a l  s c i e n t i f i c  r e s e a r c h  in a r e a s  such  
as communi ca t i on  and the  d o c t o r  p a t i e n t  r e l a t i o n s h i p  used  
t o  be based on s i m i l a r  p r e m i s e s  ( e . g .  Samora e t  a l . , 1 9 6 1 ) .  
Research was d e s i g n e d  above a l l  t o  u n d e r l i n e  the i mpor t ance  
f o r  the c l i n i c i a n  t o  s i m p l i f y  t e c h n i c a l  me d i c a l  m a t t e r s  f o r  
p a t i e n t s  because o f  t h e i r  l i m i t e d  c a p a c i t y  t o  u n d e r s t a n d  
t e c h n i c a l  t e r m s .  F a i l u r e  t o  s i m p l i f y  t e c h n i c a l  me d i ca l  
c o n c e p t s  r i s k e d  c r e a t i n g  p r ob l ems  in the d o c t o r ' s  r e l a t i o n s  
w i t h  the p a t i e n t .  More r e c e n t l y  however  i t  has been 
s u g g e s t e d  ( M c K i n 1 a y , 1 9 7 5 )  t h a t  the s t e r e o t y p e  o f  the  
i g n o r a n t  p a t i e n t  i s  one used by h e a l t h  p r o f e s s i o n a l s  t o  
j u s t i f y  a v o i d i n g  e x t e n d e d  d i s c u s s i o n  in c o n s u l t a t i o n s .  
Because p a t i e n t s  can n o t  u n d e r s t a n d ,  t h e r e  i s  no need f o r  
e x t e n s i v e  e x p l a n a t i o n .  M o r eo v er  the r e s u l t i n g  l a c k  o f  
d i s c u s s i o n  w i t h i n  the  c o n s u l t a t i o n  p r o v i d e s  f u r t h e r  
c o n f i r m a t o r y  e v i d e n c e  o f  the  s t e r e o t y p e .  More r e c e n t  
e v i d e n c e  o f  p a t i e n t s '  m e d i c a l  knowledge ( Sega l  1 and 
R o b e r t s , 1980)  s u g g e s t s  h i g h e r  l e v e l s  o f  comprehens ion
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amongst  p a t i e n t s  than was i n d i c a t e d  in e a r l i e r  r e s e a r c h .  
E q u a l l y  i m p o r t a n t ,  d o c t o r s  who were  asked t o  e s t i m a t e  the  
p a t i e n t ' s  comprehens ion o f  med i ca l  t e rms o f t e n  s e r i o u s l y  
u n d e r e s t i m a t e d  the p a t i e n t .  I t  w ou l d  seem,  t h e r e f o r e ,  t h a t  
a t  the v e r y  l e a s t  e m p i r i c a l  e v i d e n c e  i s  needed t o  examine  
the  e x t e n t  o f  p a t i e n t s '  a b i l i t y  t o  p r o v i d e  u s e f u l  
i n f o r m a t i o n  w i t h  r e g a r d  t o  more t e c h n i c a l  me d i c a l  a s p e c t s  
o f  t h e i r  t r e a t m e n t .  I n  the same way p a t i e n t  s a t i s f a c t i o n  
r e s e a r c h  needs t o  c o n s i d e r  j u s t  how k no w le dg e ab l e  p a t i e n t s  
a r e ,  r a t h e r  than assume a p r i o r i  m a j o r  l i m i t a t i o n s .  More  
g e n e r a l l y  i t  m i gh t  be a r gued  t h a t  a d i s t i n c t i o n  needs t o  be 
made between l e v e l  o f  t e c h n i c a l  knowledge on the one hand  
and a b i l i t y  t o  comment on the the  a p p l i c a t i o n  o f  such 
knowledge t o  o n e ' s  p r ob l e m s .  To a n t i c i p a t e  some o f  the  
ar gument s  a r i s i n g  f r om the n e u r o l o g i c a l  c l i n i c  s t u d y ,  
p a t i e n t s  may not  s h a r e  the h o s p i t a l  s p e c i a l i s t ' s  t e c h n i c a l  
u n d e r s t a n d i n g  o f  m e d i c i n e ,  but  t h e y  may make e x t e n s i v e  
comments upon the a p p l i c a t i o n  o f  t h a t  knowledge t o  t h e i r  
p r o b l e m s ,  in te rms o f ,  f o r  e xa mp l e ,  the  v a l u e  o f  t r e a t m e n t .
Pr ob l ems  a r i s i n g  f r om p a t i e n t s '  i n a b i l i t y  t o  d i s c r i m i n a t e  
between d i f f e r e n t  a s p e c t s  o f  c a r e
R e l a t e d  t o  the v i e w  t h a t  the  p a t i e n t  has l i m i t e d  
a b i l i t y  t o  u n d e r s t a n d  medica l  c a r e ,  i s  a second w i d e l y  h e l d  
assumpt i on  about  p a t i e n t s  t h a t  i s  o f t e n  seen t o  r e n d e r  
p a t i e n t  s a t i s f a c t i o n  r e s e a r c h  p r o b l e m a t i c .  I n  surmnary the  
p r ob l em in t h i s  case i s  t h a t  p a t i e n t s  a r e  s a i d  t o  be unab l e  
t o  d i s c r i m i n a t e  between d i f f e r e n t  a s p e c t s  o f  t h e i r  
t r e a t m e n t .  I n  the ' w e a k e r '  v e r s i o n  o f  t h i s  c l a i m e d
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l i m i t a t i o n  o f  p a t i e n t  s a t i s f a c t i o n  s u r v e y s ,  i t  i s  h e l d  t h a t  
p a t i e n t s  may d i s t i n g u i s h  betwen a v a r i e t y  o f  d i f f e r e n t  
f e a t u r e s  o f  what  happens t o  them in the course  o f  t h e i r  
me d i c a l  t r e a t m e n t ,  but  n e v e r t h e l e s s  deve l op  a s i n g l e  g l o b a l  
j udgement  or  a t t i t u d e  by the  t i me t h e i r  a t t i t u d e s  can be 
f o r m a l l y  e l i c i t e d  ( L a r s e n  e t  a l . ,  1 9 7 9 ) .  In  the  ' s t r o n g e r '  
v e r s i o n  ( e . g .  Ben S i r a , 1 9 7 6 ) ,  i t  i s  m a i n t a i n e d  t h a t  even a t  
the t ime o f  e x p e r i e n c i n g  and o b s e r v i n g  t h e i r  me d i ca l  
t r e a t m e n t ,  p a t i e n t s '  p e r c e p t i o n s  and v iews  a r e  l i m i t e d  t o  
s p e c i f i c  a s p e c t s  o f  t h a t  e x p e r i e n c e ,  and t h a t  j u d g e m e n t s ,  
f o r  example o f  the  t e c h n i c a l  q u a l i t y  o f  t h e i r  c a r e  t end  t o  
be d e t e r m i n e d  by j ud g e me n t s  o f  a q u i t e  d i f f e r e n t  i ssue -  
the humane and i n t e r p e r s o n a l  s k i l l s  o f  the h e a l t h  
p r o f e s s i o n a l .  P e r c e p t i o n s  o f  t h i s  l a t t e r  a s p e c t  o f  
t r e a t m e n t  a r e  the o n l y  a s p e c t  o f  h e a l t h  c a r e  t he  p a t i e n t  i s  
c a p a b l e  o f  j u d g i n g  and t h e r e f o r e ,  even a t  the t i me  o f  
t r e a t m e n t ,  t end  t o  be the b a s i s  o f  j udgement s  t h a t  p a t i e n t s  
make about  q u i t e  d i f f e r e n t  i ss u e s  such as how good i s  the  
q u a l i t y  o f  m e d i c a l  t r e a t m e n t  t h e y  r e c e i v e  f r om the  d o c t o r .
The ' s t r o n g '  v e r s i o n  o f  t h i s  v iew has been 
d e v e l o p e d  by Ben S i r a  t o  a s o p h i s t i c a t e d  l e v e l  such t h a t  an 
a m b i t i o u s  t h e o r y  has been e l a b o r a t e d  t o  e x p l a i n  the  f a c t o r s  
t h a t  d e t e r m i n e  p a t i e n t  s a t i s f a c t i o n .  T h i s  t h e o r y ,  in 
summary,  h o l d s  t h a t  p a t i e n t s '  o v e r a l l  j udge ment s  o f  the  
v a l u e  o f  t h e i r  m e d i c a l  t r e a t m e n t  a r e  d e t e r m i n e d  by t h e i r  
p r i o r  j u d g e men t s  o f  s a t i s f a c t i o n  w i t h  the d o c t o r ' s  
a f f e c t i v e  b e h a v i o u r ' .  By ' a f f e c t i v e  b e h a v i o u r '  Ben S i r a  
r e f e r s  t o  a c t i o n s  o f  the d o c t o r  such as showing i n t e r e s t  
and t r e a t i n g  the p a t i e n t  as an i n d i v i d u a l .  Because the
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l a y p e r s o n  i s  u n a b l e  t o  a p p r e c i a t e  or  u n d e r s t a n d  the  med i ca l
a s p e c t s  o f  t r e a t m e n t  r e c e i v e d  f r om a d o c t o r ,  he or  she i s
h e a v i l y  r e l i a n t  on o t h e r  cues and o t h e r  e v i d e n c e  in
d e c i d i n g  how w o r t h w h i l e  i s  the h e a l t h  c a r e  t h a t  i s
r e c e i v e d .  The t h e o r y  i s  an i m p o r t a n t  one f o r  two r e a s o n s .
Not  o n l y  does i t  p r o v i d e  a s p e c i f i c  s e t  o f  p r e d i c t i o n s  w i t h
r e g a r d  t o  the r a nge  o f  f a c t o r s  t h a t  i n f l u e n c e  p a t i e n t
s a t i s f a c t i o n .  More g e n e r a l l y  the t h e o r y  p r o v i d e s  s t r o n g
s u p p o r t  f o r  the  b r o a d  t h r u s t  o f  me d i c a l  p h i l o s o p h y  t h a t
wou l d  p l a c e  enormous emphasis  on the i mpor t ance  o f
i n t e r p e r s o n a l  a s p e c t s  o f  h e a l t h  c a r e ,  f o r  e xa mp l e ,  in the
e d u c a t i o n  o f  f u t u r e  h e a l t h  p r o f e s s i o n a l s .  T h i s  p a r t i c u l a r
t h e o r y  i s  e xami ned  in d e t a i l  in c h a p t e r s  5 , 6 ,  7 and 8 so
t h a t  d e t a i l e d  d i s c u s s i o n  o f  Ben S i r a ' s  t h e o r y  i s  not
u n d e r t a k e n  a t  t h i s  p o i n t .  However the g e n e r a l  b a s i s  o f  the
c l a i m  t h a t  p a t i e n t s  do not  f o r m d i s t i n c t i v e  a t t i t u d e s  in
r e l a t i o n  t o  the  v a r i o u s  d i f f e r e n t  a s p e c t s  o f  t h e i r
t r e a t m e n t  needs some c o n s i d e r a t i o n .  Lebow e x p r e s s e s  the
p r ob l em in t h i s  way:
' h a l o  j u dg e me n t s  s e v e r e l y  l i m i t  the v a l u e  o f  
[ p a t i e n t ]  a s s e s s m e nt ,  r e s t r i c t i n g  the use o f  consumer  
s a t i s f a c t i o n  d a t a  t o  the  r e p o r t i n g  o f  g e n e r a l  
s a t i s f a c t i o n  w i t h  s e r v i c e s .  In  the p r e se nc e  o f  h a l o  
j u d g e m e n t s ,  a n a l y s e s  d e s i g n e d  t o  ass e ss  a t t i t u d e s  
t owar d  s p e c i f i c  p a r t s  o f  the c a r e  p r o c e s s  become 
i m p o s s i b l e . '  ( Lebow,  1 9 8 2 : 2 4 8 )
I n  r e f e r r i n g  t o  h a l o  e f f e c t s ,  Lebow p o i n t s  t o  a 
w i d e l y  o b s er v e d  phenomenon in the s o c i a l  p s yc h o l o g y  of  
i n t e r p e r s o n a l  p e r c e p t i o n ,  wh e re by ,  when j u d g i n g  o t h e r  
p e o p l e ,  o b s e r v e r s '  g l o b a l  e v a l u a t i v e  j ud g e me n t s  o f  a 
p o s i t i v e  or  n e g a t i v e  n a t u r e  t e n d  t o  a f f e c t  t h e i r  r e a c t i o n s  
on a l l  o t h e r  d i m e n s i o n s .  I f  a person i s  l i k e d ,  f a v o u r a b l e  
c h a r a c t e r i s t i c s  a r e  a t t r i b u t e d  t o  the per son  on o t h e r
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d i me n s i o n s  o f  j udgement  ( C o o k , 1 9 7 1 ) .  A c c o r d i n g  t o  t h i s  
t h e o r y  t h e r e f o r e  g l o b a l  j u dg e me n t s  o f  w h e t h e r  a d o c t o r  i s  
l i k e d  or  not  may s t r o n g l y  a f f e c t  o t h e r  d i men s i ons  on whi ch  
a p a t i e n t  i s  i n v i t e d  t o  comment ,  such as the p e r c e i v e d  
v a l u e  o f  the d o c t o r ' s  m ed ic a l  t r e a t m e n t .
Ha l o  e f f e c t s  a r e  not  eas y  t o  i d e n t i f y  o t h e r  than  
th r ough  e x p e r i m e n t a l  e f f e c t s  in the  l a b o r a t o r y .  They a r e  
p a r t i c u l a r l y  d i f f i c u l t  t o  d e m o n s t r a t e  in a t t i t u d i n a l  
s u r v e y s  such as those  used t o  i n v e s t i g a t e  p a t i e n t  
s a t i s f a c t i o n .  One p a r t i c u l a r  p r ob l em i s  t h a t  r e s p o n d e n t s '  
a t t i t u d e s  in the  f i e l d  o f  h e a l t h  c a r e  t end t o  be v e r y  
h e a v i l y  p o s i t i v e l y  skewed.  Most  p a t i e n t s  r e p o r t  p o s i t i v e  
r e s u l t s  on most  d i m e n s i o n s  o f  a p a t i e n t  s a t i s f a c t i o n  
s u r v e y .  I t  i s  t h e r e f o r e  d i f f i c u l t  t o  examine the q u e s t i o n  
as t o  w he t h e r  j ud g e me n t s  on p a r t i c u l a r  d i men s i ons  a r e  the  
s our ce  o f  h a l o  e f f e c t s .  N e v e r t h e l e s s  o b s e r v a t i o n s  such as  
the  above q u o t a t i o n  by Lebow do r e f l e c t  w i d e s p r e a d  
ass u mp t i on s  t h a t  p a t i e n t s '  answers  in s ur v e y s  may r e f l e c t  
v e r y  g l o b a l  a t t i t u d e s  o f  a p o s i t i v e  or  n e g a t i v e  k i n d  t o  
the i r  h e a l t h  c a r e .
One way in wh i ch  t h i s  q u e s t i o n  has been a d d r es s e d  
has been by means o f  f a c t o r  a n a l y t i c  s t u d i e s  t o  i d e n t i f y  
d i s t i n c t  d i me n s i o n s  in p a t i e n t s '  r e s p o n s e s  t o  a t t i t u d i n a l  
q u e s t i o n n a i r e s .  F a c t o r  a n a l y s i s  s e t s  out  t o  d i s c o v e r  wh i ch  
v a r i a b l e s  in a d a t a  s e t  f o r m c o h e r e n t  subgroups t h a t  a r e  
r e l a t i v e l y  i n d e p en d e n t  o f  one a n o t h e r .  Such a t e c h n i q u e  can  
be used on the i tems  o f  s a t i s f a c t i o n  q u e s t i o n n a i r e s  t o  
i d e n t i f y  the i n d e p en d e n t  d i me n s i o n s  o f  the i n s t r u m e n t .
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wh i ch  may be assumed t o  r e f l e c t  in t u r n  the  d i me n s i o n s  o f  
u n d e r l y i n g  a t t i t u d e s .  Ware and Snyder  ( 1 9 7 5 )  c o n d u c t e d  a 
s u r v e y  o f  r e s p o n d e n t s '  v i e ws  about  t h e i r  h e a l t h  c a r e  in a 
sample o f  I l l i n o i s  h o u s e h o l d s .  Responses t o  q u e s t i o n s  
a bout  e i g h t y  d i f f e r e n t  a s p e c t s  o f  c a r e  were o b t a i n e d .
F a c t o r  a n a l y s i s  i d e n t i f i e d  f o u r  d i s t i n c t  d i men s i o n s  t o  
p a t i e n t s '  v i e w s ;
( 1 )  The d o c t o r ' s  conduct
( 2 )  A v a i l a b i l i t y  o f  c a r e
( 3 )  C o n t i n u i t y  and c o n v e n i e n c e
( 4 )  F i n a n c i a l  a c c e s s i b i l i t y
To the e x t e n t  t h a t  such d i m e n s i o n s  a re  v a l i d ,  t h e y  
a r e  e v i d e n c e  t o  s u p p o r t  the  v i e w  t h a t  r e s p o n s e s  t o  p a t i e n t  
s a t i s f a c t i o n  q u e s t i o n n a i r e s  a r e  not  s o l e l y  or  l a r g e l y  
d e t e r m i n e d  by h a l o  e f f e c t s .  Judgements  o f  the d o c t o r ' s  
conduc t  do not  so e x t e n s i v e l y  d e t e r m i n e  j u d g e men t s  o f  the  
a v a i l a b i l i t y  o f  c a r e  f r om the  d o c t o r  t h a t  the l a t t e r  c anno t  
be d i s t i n g u i s h e d .  Hcxve v e r , most  i m p o r t a n t l y .  Ware and  
Snyder  f ound  t h a t  the f i r s t  f a c t o r  -  the d o c t o r ' s  c onduc t  -  
was c o mp r is e d  both o f  i t ems  about  the t e c h n i c a l  q u a l i t y  o f  
m e d i c a l  c a r e  and i tems about  t he  humane and i n t e r p e r s o n a l  
a s p e c t s  o f  the d o c t o r ' s  c a r e .  They  c onc l ude  t h a t :
' T h e  f i n d i n g  t h a t  measur es  o f  p a t i e n t  a t t i t u d e s  t ow a rd  
the  q u a l i t y  o f  c a r e  r e c e i v e d  f rom d o c t o r s  
( t hor oughness ,  p r e v e n t i v e  me as ur e s ,  i n f o r m a t i o n  g i v i n g  
and the l i k e )  have b a s i c a l l y  the same f a c t o r  c o n t e n t  
as measures  o f  d o c t o r  humaneness ( c o n s i d e r a t i o n  and  
s u p p o r t  ) s u g g e s t s  t h a t  consumers o f  med i ca l  c a r e
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s e r v i c e s  may have one g e n e r a l  a t t i t u d e  t o w a r d  t h e i r  
d o c t o r s .  I n  o t h e r  words  the d i s t i n c t i o n  between the  
' c a r i n g '  and c u r i n g '  a s p e c t s  o f  p h y s i c i a n  b e h a v i o u r  
whi ch  o f t e n  a p p e a r s  in the l i t e r a t u r e  i s  no t  s u p p o r t e d  
by the r e s u l t s . '  (Ware and S n y d e r , 1 9 7 5 :  7 78 )
The t h e s i s  propounded by Ben S i r a  i s  t h a t ,  u s i n g  
Ware and S n y d e r ' s  t e r m s ,  p a t i e n t s '  Judgements  o f  the  
q u a l i t y  o f  a d o c t o r ' s  c a r e  a r e  c o n s i d e r a b l y  i n f l u e n c e d  by 
j ud g e me n t s  o f  t h a t  d o c t o r ' s  ' h u m a n e n e s s ' .  Ware and  
S n y d e r ' s  e v i d e n c e  i s  f u r t h e r  s u p p o r t  f o r  t h i s  v i e w .  At  
p r e s e n t ,  w he r e a s  some s t u d i e s  s u pp o r t  the v i e w  t h a t  t h e r e  
a r e  s t r o n g  h a l o  e f f e c t s  in p a t i e n t  s a t i s f a c t i o n  r e s e a r c h  
( Lebow,  1 9 7 5 ) ,  o t h e r  i n v e s t i g a t i o n s  ( T e s l e r ,  1 975 )  f i n d  
d i s t i n c t  d i m e n s i o n s .  Penchansky  and Thomas ( 1 9 8 1 )  used  
f a c t o r  a n a l y s i s  t o  examine  a s u r v e y  o f  a t t i t u d e s  t o  h e a l t h  
s e r v i c e s  in R o c h e s t e r ,  New Yor k  and a r g u e d  t h a t  t h e y  were  
a b l e  t o  d e mo n s t r a t e  as many as f i v e  d i f f e r e n t  d i m e n s i o n s  o f  
a t t i t u d e s  t o  a cc e s s  in the s u r v e y !  F a c t o r  a n a l y s i s  has  
been s u b j e c t e d  t o  c o n s i d e r a b l e  c r i t i c i s m  as  a means o f  
i d e n t i f y i n g  u n d e r l y i n g  p a t t e r n s  in d a t a  ( H i r s c h i  and 
S e l v i n ,  1973 ;  T a b a c h n i c k  and F i d e l  1 , 1 9 8 3 ) ,  p a r t i c u l a r l y  as  
t h e r e  a r e  so many c h o i c e s  o f  p r o c ed u r e  and so many 
r e s u l t i n g  s o l u t i o n s  t o  any p a r t i c u l a r  d a t a  s e t .  I t  may 
n o t ,  t h e r e f o r e ,  p r o v i d e  a v e r y  c l e a r  means o f  d e t e r m i n i n g  
the  e x t e n t  t o  wh i ch  p a t i e n t s  f o r m d i s t i n c t  j u dg e me n t s  o f  
d i f f e r e n t  a s p e c t s  o f  t h e i r  h e a l t h  c a r e .  T h u s ,  e s p e c i a l l y  
w i t h  r e g a r d  t o  the  i ss u e  r a i s e d  in Ware and S n y d e r ' s  w o r k ,  
u s i n g  such t e c h n i q u e s  i t  i s  s t i l l  u n r e s o l v e d  w h e t h e r  
p a t i e n t s  d i s t i n g u i s h  between so c a l l e d  ' c u r i n g '  and
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' c a r i n g '  a s p e c t s  o f  me d i c a l  t r e a t m e n t  in t h e i r  e v a l u a t i o n s .  
As a r e s u l t ,  the c l i n i c a l  r e l e v a n c e  o f  p a t i e n t  s a t i s f a c t i o n  
r e s e a r c h  f o r  m e d i c a l  t r a i n i n g  c o n t i n u e s  t o  be p a r t i c u l a r l y  
s t r o n g l y  c o n t e s t e d  by those w i t h  d i f f e r i n g  v i e ws  as t o  the  
i mp o r t a n ce  o f  b e h a v i o u r a l  s k i l l s  f o r  d o c t o r s  < C o u s i n s ,
1985 ;  Mat hews,  1 9 8 6 ) .  More r o b u s t  as a means o f  
d e t e r m i n i n g  the independence  o f  d i f f e r e n t  d i m e n s i o n s  o f  
p a t i e n t s '  a t t i t u d e s  a r e  s t u d i e s  in which  measures  o f  some 
e x t e r n a l  r e f e r e n t  a r e  a v a i l a b l e  a s ,  f o r  example in the  
s t u d i e s  on v a l i d i t y  ( r e f e r r e d  t o  in the n e x t  s e c t i o n )  where  
d i f f e r e n t  d i m e n s i o n s  o f  p a t i e n t s '  j ud g e me n t s  can be r e l a t e d  
t o  measures  o f  d i f f e r e n t  d i me n s i o n s  o f  the h e a l t h  c a r e  t h a t  
t h e y  have e x p e r i e n c e d .  One can f o r  example i n v e s t i g a t e  
w h e t h e r  a t t i t u d e s  r e g a r d i n g  the i n t e r p e r s o n a l  a s p e c t s  o f  a 
c o n s u l t a t i o n  c o r r e l a t e  more w i t h  an o b s e r v e r ' s  i n d e p en d e n t  
measure o f  the i n t e r p e r s o n a l  f e a t u r e s  o f  the  c o n s u l t a t i o n  
or  w i t h  measures  o f  the t e c h n i c a l  me d i c a l  a s p e c t s .  Such an 
a ppr oach  a l s o  i n v o l v e s  a d d r e s s i n g  the w i d e r  q u e s t i o n  o f  the  
v a l i d i t y  o f  p a t i e n t  s a t i s f a c t i o n  s u r v e y s .
Pr ob l ems  o f  the r e l i a b i l i t y  and v a l i d i t y  o f  q u e s t i o n n a i r e s
R e l i a b i l i t y  i s  more s i m p l e  t o  a d d r e s s  as an i ssue  
compared w i t h  v a l i d i t y .  However v e r y  few s t u d i e s  examine  
or  r e p o r t  on the r e l i a b i l i t y  o f  measures  used t o  ass e ss  
p a t i e n t  s a t i s f a c t i o n .  H u l k a  and c o l l e a g u e s  ( 1 9 7 5 )  p r o v i d e  
an example  in t h e i r  s t u d y  o f  a t t i t u d e s  t o  me d i c a l  c a r e .  
A t t i t u d e s  t o  d i f f e r e n t  a s p e c t s  o f  c a r e  were  o b t a i n e d  by 
L i k e r t  f o r m a t  i t e ms  and s c a l e s  were  pr oduced  t o  a ss e ss  
t h r e e  d i s t i n c t  components o f  c a r e ;  ( 1 )  the  t e c h n i c a l
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competence o f  the  p h y s i c i a n ,  ( 2 )  the  p e r so n a l  q u a l i t i e s  o f  
the  p h y s i c i a n  and ( 3 )  the a c c e s s i b i l i t y  o f  c a r e .
R e l i a b i l i t y  was exami ned  by s p l i t  h a l f  t e c h n i q u e  and  
p r oduced  c o r r e l a t i o n s  o f  0 . 7 5 ,  0 . 8 6  and 0 . 6 8  r e s p e c t i v e l y .  
O t h e r  s t u d i e s  u s i n g  t h i s  method have produced s a t i s f a c t o r y  
r e l i a b i l i t y  f i g u r e s  ( e . g .  Woodward e t  a l . ,  1 9 7 8 ) .  The  
c o n t e x t  in wh i ch  a t t i t u d e s  a r e  e l i c i t e d  has r e c e i v e d  
o c c a s i o n a l  a t t e n t i o n  in s t u d i e s .  Thus Raphael  ( 1 9 6 9 )  f ou n d  
somewhat h i g h e r  r a t e s  o f  c r i t i c a l  comment by p a t i e n t s  when 
i n t e r v i e w e d  in t h e i r  l a s t  day or  two s t i l l  in h o s p i t a l  
compared w i t h  a mat ched  sample i n t e r v i e w e d  a t  home a f t e r  
d i s c h a r g e .  T h e r e  i s  l i t t l e  s y s t e m a t i c  e v i d e n c e  however  o f  
t he  e f f e c t  o f  l o c a t i o n  o f  i n t e r v i e w  on p a t i e n t s '  v i e w s  in 
s u r v e y s  ( F r e n c h ,  1 9 8 1 ) .  The r e l i a b i l i t y  over  t i me  o f  
measures  has been exami ned  even l e s s  f r e q u e n t l y .  The s t u d y  
o f  m o t h e r s '  v i e w s  o f  p a e d i a t r i c  c a r e  d i s c u s s e d  e a r l i e r  
( Ko r s c h  e t  a l . ,  1968 )  f ou n d  s a t i s f a c t o r y  l e v e l s  o f  
s t a b i l i t y  in r e s p o n d e n t s '  v i e w s .  However t h e r e  a re  
c o n s i d e r a b l e  d i f f i c u l t i e s  i n h e r e n t  in e xa m i n i n g  r e l i a b i l i t y  
o v er  t ime as p a t i e n t s '  a t t i t u d e s  and j u d g e men t s  may 
a c t u a l l y  chang e .
The few e f f o r t s  t o  examine d i f f e r e n t  a s p e c t s  o f  
r e l i a b i l i t y  a r e  n e v e r t h e l e s s  q u i t e  e n c o u r a g i n g .  However  
the  more complex i ssue  i s  v a l i d i t y ,  t h a t  i s  the e x t e n t  t o  
whi ch  i n s t r u m e n t s  a c c u r a t e l y  r e f l e c t  p a t i e n t s '  v i e w s .  One 
b r o a d  i s s u e ,  r e f e r r e d  t o  by Lebow ( 1 9 7 4 )  as ' r e a c t i v i t y '  
and by Jackson and Me s s i e  ( 1 9 6 7 )  as  ' s o c i a l  d e s i r a b i l i t y ' ,  
i s  the  p o s s i b i l i t y  o f  p a t i e n t s  a l t e r i n g  the r e p o r t  o f  t h e i r  
v i e w s  in a cc o r da nc e  w i t h  t h e i r  p e r c e p t i o n s  o f  the
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consequences  o f  r e p o r t i n g .  I n  p a r t i c u l a r ,  r e s p o n d e n t s  may 
w i sh  t o  p r e s e n t  t h e i r  d o c t o r  or  the h o s p i t a l  t h e y  have  
a t t e n d e d  in a p o s i t i v e  way ,  as t h e y  c o n s i d e r  who w i l l  r e a d  
the s u r v e y  and what  the  consequences  of  the s u r v e y  a r e .  The 
d e t e c t i o n  o f  s o c i a l  d e s i r a b i l i t y  e f f e c t s  i s  not  e a s y .
T h e re  i s  an u ndoubt ed  u n i f o r m i t y  o f  p o s i t i v e  s a t i s f a c t i o n  
f ou n d  in most  p a t i e n t  s a t i s f a c t i o n  s u r v e y s  whi ch may be due 
t o  w i d e s p r e a d  r e l u c t a n c e  t o  c r i t i c i z e  s o c i a l l y  v a l u e d  
i n s t i t u t i o n s .  More d i r e c t  e v i d e n c e  o f  s o c i a l  d e s i r a b i l i t y  
may be f ou n d  in convnents made by p a t i e n t s  and o b s e r v a t i o n s  
by i n v e s t i g a t o r s .  Thus  Cohen ( 1 9 7 1 )  d e s c r i b e s  how the  
m o t h e r s  o f  r e t a r d e d  c h i l d r e n  f ou n d  i t  d i f f i c u l t  t o  e x p r e s s  
c r i t i c a l  comments a bo u t  the s e r v i c e s  t h e y  r e c e i v e d .  One 
r eason  c i t e d  f o r  t h i s  r e l u c t a n c e  was a w i d e s p r e a d  v i e w  t h a t  
such s e r v i c e s  were  a f a v o u r ,  r a t h e r  than a b e n e f i t  t o  which  
t h e y  were  e n t i t l e d .  The f o l l o w i n g  o b s e r v a t i o n  o f  the  
e x p e r i e n c e  o f  an i n v e s t i g a t o r  a d m i n i s t e r i n g  a p a t i e n t  
s a t i s f a c t i o n  s u r v e y  i s  r e v e a l i n g ;  in s e c t i o n s  o f  i n t e r v i e w s  
whi ch i n v i t e d  p a t i e n t s  t o  t h i n k  o f  p o s s i b l e  i mprovements  t o  
t h e i r  t r e a t m e n t ,  she d e t e c t e d  ' a p e r c e p t i b l e  f r o s t i n g  o f  
the  a t m o s p h e r e '  ( F r e n c h , 1981 :  2 8 ) .
Such o b s e r v a t i o n s  u n d e r l i n e  the l i k e l i h o o d  t h a t  
' s o c i a l  d e s i r a b i l i t y '  may i n f l u e n c e  r e s p o n s e s .  A more  
complex p o i n t  i s  r a i s e d  by the v i e w t h a t  many f i n d i n g s  o f  
p o s i t i v e  s a t i s f a c t i o n  r e f l e c t  l a c k  o f  awareness  o f  
a l t e r n a t i v e s .  T h i s  p r ob l em c l e a r l y  o v e r l a p s  w i t h  the  more  
g e n e r a l  p o i n t  a bo u t  consumer i gn o r an ce  r a i s e d  a b o v e .  Shaw 
( 1 9 7 6 ) ,  f o r  e x a m p l e ,  a r g u e s  t h a t  the i n b u i l t  c o n s e r v a t i s m  
o f  the  m a j o r i t y  o f  c l i e n t s  o f  w e l f a r e  s e r v i c e s ,  wh i ch
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r e s u l t s  in t e n d e n c i e s  not  t o  c r i t i c i z e ,  a r i s e s  f r om ' the  
f a c t  t h a t  c l i e n t s  a r e  u n l i k e l y  t o  be a c q u a i n t e d  w i t h  the  
r ange  o f  a l t e r n a t i v e s  open t o  them'  ( S h a w , 1976 ;  3 2 ) .  As 
Feldman e x p r e s s e s  the p o i n t :  ' I t  may be t h a t  p e o p l e ' s  
s a t i s f a c t i o n  w i t h  t h e i r  p r e s e n t  c a r e  s i m p l y  r e f l e c t s  t h e i r  
i g no r a n c e  o f  what  m i g h t  be a c h i e v e d '  ( F e l d m a n , 1 9 6 6 : 8 8 ) .  I t  
i s  d i f f i c u l t  t o  d e t e r m i n e  w h e t h e r  such c o n s i d e r a t i o n s  a re  
about  the  v a l i d i t y  o f  measures  or  w h e t h e r  t h e y  concern  
f a c t o r s  t h a t  may i n f l u e n c e  u n d e r l y i n g  l e v e l s  o f  
s a t i s f a c t i o n  w i t h  h e a l t h  s e r v i c e s .  I t  i s  in p r a c t i c e  
d i f f i c u l t  t o  s e p a r a t e  out  the two l e v e l s .  A t  p r e s e n t  t h e r e  
i s  l i t t l e  b a s i c  e m p i r i c a l  e v i d e n c e  as t o  w h e t h e r  the e x t e n t  
or  range  o f  p r i o r  e x p e r i e n c e  o f  s e r v i c e s  i n f l u e n c e s  l e v e l s  
o f  s a t i s f a c t i o n .
One p r o m i s i n g  approach t o  the  q u e s t i o n  o f  the  
v a l i d i t y  o f  s a t i s f a c t i o n  i n s t r u m e n t s  i s  t o  examine  
p a t i e n t s '  r e s p o n s e s  in r e l a t i o n  t o  a s p e c t s  o f  the  q u a l i t y  
o f  c a r e  t h a t  can be measured i n d e p e n d e n t l y  -  in o t h e r  words  
t o  examine what  Lebow r e f e r s  t o  as ' t h e  e x t e r n a l  v a l i d i t y '  
o f  p a t i e n t  s a t i s f a c t i o n  measures  ( L e b o w , 1 974 :  3 3 3 ) ,  but  
which may more a c c u r a t e l y  be c o n s i d e r e d  in t e rms  of  
c o n s t r u c t  v a l i d i t y ,  i . e .  'how w e l l  the  measure  conforms  
w i t h  t h e o r e t i c a l  e x p e c t a t i o n s '  (de  V a u s , 1 9 8 6 : 4 8 ) .  Some 
v e r y  s i m p l e  exampl es  o f  such v a l i d a t i o n  a r e  t o  be f o u n d .  
Penchansky  and Thomas ( 1 9 8 1 )  f ou n d  t h a t  p a t i e n t s  w i t h  
l o n g e r  t r a v e l  t i m e s  t o  t h e i r  d o c t o r  were  more d i s s a t i s f i e d  
w i t h  the  a c c e s s i b i l i t y  of  c a r e .  I f  one t h e o r e t i c a l l y  
p r e d i c t s  t h a t  the g r e a t e r  the d i f f i c u l t i e s  o f  access  
( i n c l u d i n g  i n c r e a s e d  t r a v e l  t i m e )  t o  a h e a l t h  s e r v i c e ,  the
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g r e a t e r  w i l l  be the  l e v e l  o f  p a t i e n t  d i s s a t i s f a c t i o n ,  then  
the  measure used by Penchansky  and Thomas has some 
c o n s t r u c t  v a l i d i t y .  More a m b i t i o u s  and more complex in 
t e rms  o f  v a l i d i t y  a r e  s t u d i e s  such as the one c a r r i e d  out  
by Ross e t  a l . ,  ( 1 9 8 1 )  whi ch  i n d e p e n d e n t l y  ass e ss e d  a s p e c t s  
o f  the q u a l i t y  o f  p a e d i a t r i c i a n s '  ' p s y c h o s o c i a l  c a r e '  as  
r e f l e c t e d  in o b s e r v a t i o n s  o f  c o n s u l t a t i o n s  and i n t e r v i e w s  
by the  r e s e a r c h e r s  w i t h  the p a e d i a t r i c i a n s  and showed 
s i g n i f i c a n t  c o r r e l a t i o n s  between t h e i r  s c o r e s  o f  q u a l i t y  o f  
c a r e  and the p a t i e n t  s a t i s f a c t i o n  m e as u r es .  A g a i n  i f  one 
t h e o r e t i c a l l y  p r e d i c t s  t h a t  the  b e t t e r  the q u a l i t y  o f  
p s y c h o s o c i a l  c a r e ,  the  more p o s i t i v e  s h o u l d  be p a t i e n t s '  
r e a c t i o n s  in te rms  o f  s a t i s f a c t i o n ,  then a d e g r ee  o f  
c o n s t r u c t  v a l i d i t y  i s  o b t a i n e d  f o r  the me as ur es .  Ot her  
s t u d i e s  c i t e d  above in r e l a t i o n  t o  c l i n i c a l  a p p l i c a t i o n s  o f  
p a t i e n t  s a t i s f a c t i o n  r e s e a r c h ,  have p r oduced  s i m i l a r  
c o n s t r u c t  v a l i d a t i o n  o f  s a t i s f a c t i o n  s c o r e s .  S t i l e s  e t  
a l . ,  ( 1 9 7 9 )  f ou n d  a s s o c i a t i o n s  between c ommuni ca t i on  s t y l e s  
o f  p h y s i c i a n s  as asse ss e d  f r om t ape  r e c o r d i n g s  and  
s a t i s f a c t i o n .  D i m a t t e o  e t  a l .  ( 1 9 8 0 )  asse ss e d  a sample o f  
d o c t o r s '  e m p a t h i e  s k i l l s  by m e a s u r i n g  t h e i r  a b i l i t y  t o  
i n t e r p r e t  non v e r b a l  cues in a f i l m  d e s i g n e d  s p e c i f i c a l l y  
f o r  the  s t u d y .  P a t i e n t s  a t t e n d i n g  the d o c t o r s '  c l i n i c s  
were asked t o  compl e t e  a p a t i e n t  s a t i s f a c t i o n  
q u e s t i o n n a i r e .  S a t i s f a c t i o n  w i t h  d o c t o r s '  ' a r t  o f  c a r e ' ,  
but  not  w i t h  the  t e c h n i c a l  q u a l i t y  o f  c a r e  c o r r e l a t e d  
s i g n i f i c a n t l y  w i t h  the  d o c t o r s '  s c o r e s  f o r  emp at h i e  s k i l l s .  
W e i n b e r g e r  e t  a l .  ( 1 9 8 1 )  showed t h a t  p a t i e n t  s a t i s f a c t i o n  
s c o r e s  were  a s s o c i a t e d  w i t h  i n de pe n d e nt  assessment s  o f  
d o c t o r s '  d e m o n s t r a t i o n  o f  s o c i a l  i n t e r e s t  in the  p a t i e n t  in
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the  c o ns u 1 t a t  i o n .
W h i l e  the v a l i d a t i o n  o f  i n s t r u m e n t s  has r e c e i v e d  
a t t e n t i o n ,  e s p e c i a l l y  w i t h  r e g a r d  t o  p a t i e n t  s a t i s f a c t i o n  
w i t h  the ' a r t  o f  c a r e ' ,  l e s s  p r o g r e s s  has been made w i t h  
r e g a r d  t o  o t h e r  a s p e c t s  o f  p a t i e n t s '  v i ews  such as in 
r e l a t i o n  t o  more t e c h n i c a l  or  me d i c a l  a s p e c t s  o f  c a r e .  As 
was a r g u e d  e a r l i e r ,  s t u d i e s  such as D i M a t t e o  and  
c o l l e a g u e s '  a l s o  b e g i n  t o  a d d r e s s  the  q u e s t i o n  o f  w h e t h e r  
p a t i e n t s  f orm i nd e pe n d e nt  j ud g e me n t s  o f  the d i f f e r e n t  
d i m e n s i o n s  o f  t h e i r  c a r e .  I n  p a r t i c u l a r  t h e i r  s t u d y  
p r o v i d e s  some s u p p o r t  f o r  the  v i e w  t h a t  p a t i e n t s  do 
d i s t i n g u i s h  i n t e r p e r s o n a l  and more t e c h n i c a l  m ed i c a l  
a s p e c t s  o f  t h e i r  c o n s u l t a t i o n s  w i t h  h e a l t h  p r o f e s s i o n  1s .
Under the r u b r i c  o f  v a l i d i t y  t h e r e  a l s o  needs  t o  be 
c o n s i d e r e d  a v e r y  r e a l  p r a c t i c a l  p rob l em in r e l a t i o n  t o  
measur ement ,  namely  t h a t  most  s u r v e y s  do not  p roduce  u s e f u l  
v a r i a b i l i t y .  Whet her  f o r  r e a s o n s  o f  s o c i a l  d e s i r a b i l i t y  or  
because o f  o t h e r  c o n s t r a i n t s  on a n swe r s ,  p a t i e n t s  n o r m a l l y  
j ud g e  most  h e a l t h  c a r e  f a c i l i t i e s  in v e r y  p o s i t i v e  t e r m s .  
T h i s  v e r y  u n i f o r m i t y  o f  r esponse  may make e v a l u a t i o n  
t e c h n i c a l l y  d i f f i c u l t .  F u r t h e r m o r e  as Lebow o b s e r v e s  ' The  
l a c k  o f  v a r i a b i l i t y  in p a t i e n t  e v a l u a t i o n  a l s o  makes the  
v a l i d i t y  o f  such measurement  q u e s t i o n a b l e '  (Lebow,
1 9 7 4 : 3 3 5 ) .  As i m p o r t a n t  as  the  s c i e n t i f i c  i ssue  o f  
v a l i d i t y  i s  the  q u e s t i o n  such l a c k  o f  v a r i a b i l i t y  
i n e v i t a b l y  r a i s e s  as t o  w h e t h e r  t h e r e  i s  any p r a c t i c a l  
u t i l i t y  in c a r r y i n g  ou t  an i n v e s t i g a t i o n  whi ch  may no t  
produce  any m e a n i n g f u l  v a r i a b i l i t y  o f  r e s p o n s e .
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Prob l ems a r i s i n g  f r om  the  e f f e c t s  o f  e x p e c t a t i o n s
The purpose  o f  o b t a i n i n g  p a t i e n t s '  v ie w s  i s  most  
f r e q u e n t l y  t o  i d e n t i f y  a s p e c t s  o f  the  p r o v i s i o n  o f  h e a l t h  
c a r e  t h a t  r e q u i r e  a t t e n t i o n  or  change.  However v a r i a t i o n  
in s u r v e y  r e sp o n s e s  i s  e x p l a i n e d  by p a t i e n t  c h a r a c t e r i s t i c s  
more o f t e n  than by h e a l t h  s e r v i c e  -  c h a r a c t e r i s t i c s .
S o c i a l  and demograph ic  v a r i a b l e s  o f t e n  produce  the o n l y  
s i g n i f i c a n t  a s s o c i a t i o n s  in a p a t i e n t  s a t i s f a c t i o n  s u r v e y .
Thus i t  has  been f ound t h a t  younger  p a t i e n t s  in 
p a r t i c u l a r  a r e  more l i k e l y  than o l d e r  p a t i e n t s  t o  e x p r e s s  
d i s s a t i s f a c t i o n  <K u r e 11 a , 1 9 7 9 ;  G r a y , 1 9 8 0 ;  Fox and S t or ms ,  
1981 ;  J e f f e r y s  and S achs ,  1983;  C a r m e l , 1985;
T r e a d w a y , 1 9 8 3 ) .  I n  some s t u d i e s  l e s s  e d u c a t e d  r e s p o n d e n t s  
e x p r e s s  h i g h e r  l e v e l s  o f  s a t i s f a c t i o n  than do the h i g h l y  
e d u c a t e d  ( P o p e , 197 8 ;  Roghmann e t  a l . , 1 9 7 9 ;  L i n n  and  
G r e e n f i e l d , 1 9 8 2 ) .  I n  the  USA, r a c e  somet imes e x e r t s  a 
s i g n i f i c a n t  i n f l u e n c e  w i t h  b l a c k s  ( H u l k a  e t  a l . ,  1975 )  and  
o t h e r  m i n o r i t i e s  ( C i a r l o  and Reihman,  1977)  more f r e q u e n t l y  
e x p r e s s i n g  d i s s a t i s f a c t i o n .  Less f r e q u e n t l y  s o c i a l  c l a s s  
has been shown t o  have an i n f l u e n c e  upon s a t i s f a c t i o n  
( P o p e , 1978 ;  J e f f e r y s  and S a c h s , 1 9 8 3 ) .  I n  a few s t u d i e s  
ma l e s  a r e  more d i s s a t i s f i e d  w i t h  h e a l t h  c a r e  than a re  
f e m a l e s  ( H u l k a  e t  a l . ,  1975;  Fox and S t o r m s , 1 9 8 1 ) .  However  
w i t h  the  p o s s i b l e  e x c e p t i o n  o f  age ,  i t  must  be n o t e d  t h a t  
s o c i a l  v a r i a b l e s  do n o t  r e l a t e  in a c o n s i s t e n t  way w i t h  
s a t i s f a c t i o n  s c o r e s .  Some s t u d i e s  f i n d  f ew or  no 
s i g n i f i c a n t  i n f l u e n c e s  o f  s o c i a l  or  demograph ic  v a r i a b l e s
Page 68
upon s a t i s f a c t i o n  (Ko rsch  e t  a i . ,  196 8 ;  L a r sen  e t  a l . ,
1979 ;  B r e s l a u  and M o r t i m e r ,  1 9 8 1 ) .
The i mpor t ance  o f  demogr aph i c  v a r i a b l e s  r e l a t i v e  t o  
o t h e r  i n f l u e n c e s  upon s a t i s f a c t i o n  makes i t  c l e a r  t h a t  
s a t i s f a c t i o n  s u r v e y s  c anno t  be used d i r e c t l y  as e v a l u a t i o n s  
o f  s e r v i c e s  w i t h o u t  some a cc ou n t  b e i n g  taken o f  the s o c i a l  
v a r i a t i o n  amongst  r e s p o n d e r s .  For  the  most p a r t  the  
i n f l u e n c e  o f  such v a r i a b l e s  r e m a i n s  unexamined in s u r v e y s  
or  a t  b e s t ,  a n a l y s t s  f o l l o w  t he  t r a d i t i o n s  o f  ' f a c e s h e e t  
s o c i o l o g y '  in which i n t e r e s t i n g  i n t e r p r e t a t i o n s  are  
i n s e r t e d  by ' s u p p l y i n g  a m e a n i n g f u l  d i men s i on  o f  a n a l y s i s  
f r o m the  o u t s i d e '  ( M a r s h ,  1 9 8 2 : 1 0 3 ) .  Fox and Storms ( 1 9 8 1 )  
a r gue  f o r  a t h e o r y  o f  the  d i f f e r e n t  o r i e n t a t i o n s  o f  
d i f f e r e n t  s o c i a l  g roups  t h a t  r e s u l t  in d i f f e r i n g  l e v e l s  o f  
s a t i s f a c t i o n .  As Pope e x p r e s s e s  i t :  ' S a t i s f a c t i o n  o f  
c ou r se  must  be c o n s i d e r e d  r e l a t i v e  t o  e x p e c t a t i o n s . . .  
p e o p l e ' s  e x p e c t a t i o n s  may d i f f e r  a c c o r d i n g  t o  t h e i r  v a r y i n g  
s o c i o d e mo g r a p h i c  and s o c i o e c o n o m i c  c h a r a c t e r i s t i c s '  
( 1 9 7 8 : 2 9 2 ) .  To the e x t e n t  t h a t  s o c i a l  and demographic  
v a r i a b l e s  do e x e r t  any s t a b l e  i n f l u e n c e  upon l e v e l s  o f  
s a t i s f a c t i o n  w i t h  a p a r t i c u l a r  s e r v i c e  or  h e a l t h  c a r e  
f a c i l i t y ,  i t  r a i s e s  the  p o s s i b i l i t y  t h a t  s u r v e y  r e s u l t s  
r e f l e c t  a t t i t u d i n a l  d i s p o s i t i o n s  w i t h i n  the sample s u r v e y e d  
r a t h e r  than e v a l u a t i v e  j u d g e m e n t s  o f  t h e i r  h e a l t h  c a r e .
Once a g a i n  t h i s  poses q u e s t i o n s  o f  p r a c t i c a l  u t i l i t y  s i n c e  
the  spo n s o r s  o f  i n v e s t i g a t i o n s  a r e  most  l i k e l y  t o  have  
c o n d u c t e d  the  s u r v e y  t o  o b t a i n  u s e f u l  i n f o r m a t i o n  about  
s e r v i c e s .
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C o ncept ua l  i s s u e s  in p a t i e n t  s a t i s f a c t i o n  r e s e a r c h
The p r ob l ems  i d e n t i f i e d  above d e r i v e  in p a r t  f rom  
measurement  d i f f i c u l t i e s  and in p a r t  f rom c o n c e p t u a l  
s o u r c e s .  I t  i s  in p r i n c i p l e  p o s s i b l e  to  c o n c e i v e  o f  ways  
in wh i ch  the d i m e n s i o n a l i t y  and f a c t o r  s t r u c t u r e  and  
c o n s t r u c t  v a l i d i t y  o f  measures  o f  p a t i e n t  s a t i s f a c t i o n  
c o u l d  be f u r t h e r  e xa mi ne d .  As Lebow a rg u e s  in r e l a t i o n  t o  
p a t i e n t  s a t i s f a c t i o n :  ' v a l i d a t i o n  p r ob l ems  can be v i e w e d  as  
b e i n g  in l a r g e  p a r t  c o r r e c t a b l e . . .  the  v a l i d a t i o n  a r g u m e n t ,  
a l t h o u g h  a s e r i o u s  c r i t i c i s m ,  does no t  appear  t o  be 
s u f f i c i e n t  t o  d i s m i s s  the c o n s u me r ' s  v i e w '
( L e b o w , 1 9 8 2 : 2 5 3 ) .  O t h e r  p r ob l ems  can a l s o  be r e g a r d e d  as 
h a v i n g  a l a r g e  e m p i r i c a l  component :  f o r  example the  
q u e s t i o n  o f  the e x t e n t  t o  whi ch  l e v e l s  o f  knowledge and  
amount o f  p r i o r  e x p e r i e n c e  o f  h e a l t h  s e r v i c e s  i n f l u e n c e  
l e v e l s  o f  s a t i s f a c t i o n .  However t h e r e  r e ma i n s  a more  
c o n c e p t u a l  d i men s i on  t o  many o f  the  pr ob l ems  t h o u g h t  t o  be 
i n h e r e n t  in p a t i e n t  s a t i s f a c t i o n  r e s e a r c h .  In  d i f f e r e n t  
ways each o f  the p r ob l ems  d i s c u s s e d  above d e r i v e  f r om  
f u n d a me n t a l  u n c e r t a i n t i e s  t h a t  p e r s i s t  w i t h  r e g a r d  t o  how 
p a t i e n t s  p e r c e i v e ,  j u d g e  and e v a l u a t e  t h e i r  h e a l t h  c a r e .
The meani ng o f  r e s u l t s  f rom s a t i s f a c t i o n  s u r v e y s  i s  
g e n e r a l l y  i nvoked  f r om a s s um p t i o n s  o u t s i d e  o f  the  s u r v e y  
and the meaning t o  r e s p o n d e n t s  o f  t h e i r  answers  and the  
r ea s o n s  f o r  t h e i r  answer s  r e ma i n  h i d d e n .  T a c i t  c o n c e p t s  
a b o u t ,  f o r  e xa mp l e ,  how p a t i e n t s  approach the e v a l u a t i o n  o f  
t h e i r  m e d i c a l  t r e a t m e n t  can have i m p o r t a n t  conse q u e n c es .
As has a l r e a d y  been i l l u s t r a t e d ,  p a t i e n t s  may be c o n s i d e r e d  
as i n c a p a b l e  o f  c o n t r i b u t i n g  u s e f u l  i n f o r m a t i o n  on
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p a r t i c u l a r  a s p e c t s  o f  t h e i r  c a r e .  A l t e r n a t i v e l y ,  l e v e l s  o f  
s a t i s f a c t i o n  may be a t t r i b u t e d  in l a r g e  p a r t  t o  s o c i a l  
d i f f e r e n c e s  in e x p e c t a t i o n s  r a t h e r  than t o  s i g n i f i c a n t  
as p e c t  of  the s e r v i c e  on which t hey  g i v e  t h e i r  v i e w s .
Thus i t  may be a r gued  t h a t  w h i l s t  in l a r g e  p a r t  the  
prob l ems o u t l i n e d  above a re  e s s e n t i a l l y  due t o  pr ob l ems  of  
measurement ,  i t  i s  a l s o  i m p o r t a n t  t o  acknowledge the  
p o s s i b i l i t y  t h a t  the  f i e l d  of  p a t i e n t  s a t i s f a c t i o n  has  
r e ma i ne d  u n d e r d e v e l o p e d  a t  the l e v e l  o f  e x a mi n i n g  
a l t e r n a t i v e  c o n c e p t u a l  approaches  t o  p a t i e n t  s a t i s f a c t i o n  
( C a l n a n ,  1 9 8 7 : 1 6 6 ) .  A l t e r n a t i v e  f r amewor ks  p o s i t  
f u n d a m e n t a l l y  d i f f e r e n t  v ie ws  o f  what  m a t t e r s  t o  the  
p a t i e n t  when s e e k i n g  me d i c a l  h e l p  and o f  how the p a t i e n t  
e v a l u a t e s  h e a l t h  c a r e  r e c e i v e d .  They u l t i m a t e l y  o f f e r  
p o t e n t i a l  s o l u t i o n s  t o  the d i f f i c u l t i e s  and pr ob l ems  in 
p a t i e n t  s a t i s f a c t i o n  r e s e a r c h  o u t l i n e d  above .  I t  i s  
somewhat s u r p r i s i n g  t h e r e f o r e  t h a t  more e f f o r t  has not  gone 
i n t o  e x a mi n i ng  t h e i r  r e s p e c t i v e  a d v a n t a g e s .  Thr e e  
a l t e r n a t i v e  c o n c e p t u a l  f rameworks  a r e  d i s t i n g u i s h e d  h e r e .  
Much of  the r e s t  o f  the  t h e s i s  i s  concer ned  w i t h  e x a mi n i ng  
the e x t e n t  t o  which  any o f  the a l t e r n a t i v e s  f i n d  s u p p o r t  
f rom the e m p i r i c a l  d a t a  g a t h e r e d  in two p a t i e n t  
s a t i s f a c t i o n  s u r v e y s .
The c o g n i t i v e  /  a n t h r o p o l o g i c a l  e x p l a n a t i o n .
E s p e c i a l l y  in the U n i t e d  S t a t e s ,  s o c i a l  s c i e n t i s t s  
have s t e p p ed  b o l d l y  i n t o  the h e a l t h  p o l i c y  f i e l d  t o  b r i d g e  
the p o s t u l a t e d  chasm betwen the p a t i e n t  and the t e c h n o l o g y
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o f  m e d i c i n e .  In  p a r t i c u l a r  s o c i a l  a n t h r o p 1o g i s t s  have  
c o n c e i v e d  o f  much o f  modern m e d i c i n e ' s  p r ob l ems  as  
e s s e n t i a l l y  c o g n i t i v e  and c u l t u r a l  -  as a f a i l u r e  on the  
p a r t  o f  m e d i c i n e  t o  u n d e r s t a n d  the  b e l i e f s  and 
i n t e r p r e t a t i o n s  p a t i e n t s  b r i n g  w i t h  t h e i r  h e a l t h  p r o b l e m s .  
Kleimnman and c o l l e a g u e s  e x p l i c i t l y  s t a t e  the  c l a i m s  o f  
c l i n i c a l l y  a p p l i e d  a n t h r o p o l o g y :
' M a j o r  h e a l t h  c a r e  p r o b l e m s  such as p a t i e n t  
d i s s a t i s f a c t i o n ,  i n e q u i t y  o f  access  t o  c a r e ,  and  
s p i r a l l i n g  c o s t s  a r e  no l o n g e r  amenable t o  t r a d i t i o n a l  
b i o m e d i c a l  s o l u t i o n s .  C oncept s  d e r i v e d  f rom  
a n t h r o p o l o g i c a l  and c r o s s  c u l t u r a l  r e s e a r c h  may 
p r o v i d e  an a l t e r n a t i v e  f ramewor k  f o r  i d e n t i f y i n g  
i s s ue s  t h a t  r e q u i r e  r e s o l u t i o n '  ( 1 9 7 8 : 2 5 1 ) .
The c l i n i c a l  exampl es  c i t e d  in t h i s  a r t i c l e  and  
e l s e w h e r e  ( K l e i n m a n ,  1979 )  f o c u s  upon the e x p l a n a t o r y  
c o n c e p t s  p a t i e n t s  have f o r  t h e i r  symptoms and h e a l t h  
p r o b l e m s  and the o f t e n  wi de  d i v e r g e n c e  between such 
c o n c e p t s  and those h e l d  by m e d i c i n e .  A c e n t r a l  c oncept  in 
t h i s  a n t h r o p o l o g i c a l  work i s  t h a t  o f  the E x p l a n a t o r y  Model  
( E M ) ,  wh i ch  in summary r e f e r s  t o  the  v a r i o u s  b e l i e f s  
p a t i e n t s  may h o l d  in r e l a t i o n  t o  i l l n e s s .  E s s e n t i a l l y  the  
g r e a t e r  the d i v e r g e n c e  between p a t i e n t s '  and p r a c t i t i o n e r s '  
e x p l a n a t o r y  m o d e l s ,  the g r e a t e r  the  l i k e l i h o o d  o f  p r ob l ems  
o c c u r r i n g .  I n  the f o l l o w i n g  q u o t a t i o n  the r e l e v a n c e  t o  
p a t i e n t  s a t i s f a c t i o n  i s  made e x p l i c i t :  ' H e a l t h  c ar e  
outcomes ( c o m p l i a n c e ,  s a t i s f a c t i o n ,  e t c . )  a r e  d i r e c t l y  
r e l a t e d  t o  the d e gr ee  o f  c o g n i t i v e  d i s p a r i t y  between  
p a t i e n t  and p r a c t i t i o n e r  EMs'  ( K l e i n m a n ,  1 9 7 9 : 1 1 4 ) .  T h i s  
approach  t o  i n t e r p e r s o n a l  a s p e c t s  o f  m e d i c i n e  and  
communi ca t i on  s k i l l s  has p r o v ed  p a r t i c u l a r l y  f r u i t f u l  in  
s e r v i n g  t o  u n d e r l i n e  the i mp o r ta n ce  o f  the p a t i e n t ' s  v i e w  
p o i n t  in h e a l t h  c a r e .  To d a t e  howe ve r ,  the  i mpor t ance  o f
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c o g n i t i v e  b e l i e f s  in e x p l a i n i n g  p a t i e n t  s a t i s f a c t i o n  has  
r a r e l y  been put  t o  the  t e s t .
The i mpor t ance  o f  r o l e  e x p e c t a t i o n s
A second appr oach  t o  s a t i s f a c t i o n  emphas i ses  l e s s  
the  c o g n i t i v e  b e l i e f s  t h a t  p a t i e n t s  h o l d  in r e l a t i o n  t o  
h e a l t h  and i l l n e s s  and more the  i n f l u e n c e  t h a t  r o l e  
e x p e c t a t i o n s  have in s h a p i n g  t h e i r  v i e ws  o f  h e a l t h  c a r e  
e n c o u n t e r s .  Thus Me c han i c  a r g u e s  t h a t  p a t i e n t s ;  ' h a v e  an 
image o f  the p h y s i c i a n ' s  r o l e  and the way i t  s h o u l d  be 
p e r f o r m e d . '  I n  t e r ms  o f  t h i s  image,  ' t h e  p a t i e n t  a t t e m p t s  
t o  e v a l u a t e  the p r o f e s s i o n a l  q u a l i f i c a t i o n s  and  
c a p a b i l i t i e s  o f  the  d o c t o r '  ( M e c h a n i c ,  1 9 7 8 : 4 0 7 ) .  La r sen  
and Rootman ( 1 9 7 6 )  exami ned  the  r e l e v a n c e  o f  such r o l e  
e x p e c t a t i o n s  in p a t i e n t  s a t i s f a c t i o n  in Canadian  p r i m a r y  
c a r e .  I n  a p o s t a l  q u e s t i o n n a i r e  t h e y  found t h a t  w h e t h e r  a 
d o c t o r  conformed t o  a p a t i e n t ' s  r o l e  e x p e c t a t i o n s ,  in f o r  
example g i v i n g  e x p l a n a t i o n s  or  h a v i n g  up t o  d a t e  e qu i pment  
was p o s i t i v e l y  a s o c i a t e d  w i t h  s a t i s f a c t i o n .  Segal  1 and  
B u r n e t t  ( 1 9 8 0 )  t a k e  f u r t h e r  the i dea  t h a t  p a t i e n t  
s a t i s f a c t i o n  i s  d e t e r m i n e d  by ' p e r c e i v e d  p h y s i c i a n  
c o n f o r m i t y  t o  p a t i e n t  b e h a v i o u r a l  e x p e c t a t i o n s '  ( Se ga l  1 and  
B u r n e t t ,  1 9 8 0 : 2 7 2 ) .  I n  a l l  such a n a l y s e s ,  the emphas i s  i s  
upon the c r i t e r i a  w h e re by  p a t i e n t s  Judge and e v a l u a t e  
p r o f e s s i o n a l s .  P a t i e n t s  r e l y  on g e ne r a l  and s t a b l e  
e x p e c t a t i o n s  o f  the  d o c t o r ' s  r o l e ,  d e p a r t u r e  f r om whi ch  i s  
p r e d i c t e d  t o  l e a d  t o  d i s s a t i s f a c t i o n .  The r e  a r e  
f unda me nt a l  a m b i g u i t i e s  in the  use o f  the c oncept  o f  
e x p e c t a t i o n s  in s o c i a l  r e s e a r c h  in t h i s  f i e l d  ( S t i m s on  and
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Webb, 1 9 7 5 : 2 7 )  wh i ch  have n e ve r  been c l e a r l y  a d d r e s s e d .  To  
t a k e  one d i f f i c u l t y ,  i t  i s  o f t e n  not  c l e a r  w h e t h e r  
e x p e c t a t i o n s  r e f e r  t o  p a t i e n t s '  a p p r a i s a l s  and p r e d i c t i o n s  
o f  what  i s  l i k e l y  t o  happen or  t h e i r  hopes and a s p i r a t i o n s  
-  what  t h e y  wou l d  i d e a l l y  l i k e  t o  happen.  The p r ob l ems  o f  
u s i n g  the  c oncept  o f  e x p e c t a t i o n s  as a means o f  mak i ng  
sense o f  p a t i e n t  s a t i s f a c t i o n  a re  p a r t i c u l a r l y  exami ned  in 
the  f i r s t  o f  the  two s t u d i e s  r e p o r t e d  in t h i s  t h e s i s .
The i mp o r t a nc e  o f  e m o t i o n a l  needs
A v e r y  d i f f e r e n t  approach i s  p r o v i d e d  by the work
o f  Ben S i r a .  He has b u i l t  upon the e v i d e n c e  t h a t  p a t i e n t s '  
p a r t i c u l a r l y  emphasise  i n t e r p e r s o n a l  and ' c a r i n g '  a s p e c t s  
o f  t h e i r  m ed i c a l  t r e a t m e n t ,  and has d e v e l o p e d  a u n i q u e l y  
e l a b o r a t e  t h e o r y  o f  p a t i e n t  s a t i s f a c t i o n  in whi ch  
' a f f e c t i v e  ' f a c t o r s  in the d o c t o r  p a t i e n t  r e l a t i o n s h i p  a r e  
the  p r i me  i n f l u e n c e  on s a t i s f a c t i o n .  Emot i ona l  or  
a f f e c t i v e  f a c t o r s  p l a y  t h r e e  c r u c i a l  r o l e s  in the  mo d e l .
F i r s t l y  Ben S i r a  emphas i ses  the f a c t  t h a t  i l l n e s s  i s
n o r m a l l y  accompani ed  by e m o t i o n a l  d i s t r e s s .  T h i s  r e s u l t s ,  
a c c o r d i n g  t o  t h i s  v i e w ,  in e m o t i o n a l  needs t h a t  p a t i e n t s  
b r i n g  t o  d o c t o r s  because o f  the  a n x i e t y  r e s u l t i n g  f rom  
t h e i r  i l l n e s s .  S e c on d l y  a f f e c t i v e  f a c t o r s  a r e  i n v o l v e d  in 
the  c o n s u l t a t i o n  i t s e l f  because the d o c t o r ' s  i n t e r p e r s o n a l  
s k i l l s  a r e  i m p o r t a n t  in a d d r e s s i n g  such e m o t i o n a l  needs .  
T h i r d l y  and most  i m p o r t a n t ,  the  model p o s t u l a t e s  t h a t  the  
p a t i e n t  i s  s t r o n g l y  r e l i a n t  on p e r c e p t i o n s  o f  such 
' a f f e c t i v e '  s k i l l s  in J u d g i n g  w h e t h e r  the d o c t o r  has  
p r o v i d e d  s a t i s f a c t o r y  t r e a t m e n t .  T h i s  model  i s  the  c e n t r a l
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■focus o f  the  second s t u d y  o f  p a t i e n t  s a t i s f a c t i o n  r e p o r t e d  
in c h a p t e r s  6 , 7  and 8 ,  However a t  t h i s  p o i n t  i t  may s i m p l y  
be n o t e d  how d i s t i n c t i v e  the  t h e o r y  i s  in t h a t  d i s t r e s s  and 
a n x i e t y  a r e  made e x p l i c i t  components o f  the  t h e o r y ,  wh e r e a s  
o t h e r  a pp ro a c h e s  emphasise more c o g n i t i v e  a s p e c t s  o f  h e l p  
s e e k i n g  and r es p o n s e s  t o  t r e a t m e n t .
Common ground t o  a l l  t h r e e  app r oac h e s  i s  the  
a t t e m p t  t o  u n d e r s t a n d  the p r o c e s s  whereby  p a t i e n t s  e v a l u a t e  
t h e i r  h e a l t h  c a r e .  One o f  the m a j o r  l i m i t a t i o n s  o f  a l mo s t  
a l l  s u r v e y  r e s e a r c h  in t h i s  f i e l d  i s  a l a c k  of  i n t e r e s t  in 
the f u n d a m e n t a l  q u e s t i o n  o f  what  f a c t o r s  e n t e r  i n t o  
p a t i e n t s '  e v a l u a t i o n s  o f  the  t r e a t m e n t  t h e y  r e c e i v e .  T h i s  
i s  the  d e f i c i e n c y  t h a t  D a v i s  and Hor ob i n  i d e n t i f y  in 
c r i t i c i z i n g  s u r v e y  r e s e a r c h  f o r  r e p r e s e n t i n g  a p i c t u r e  o f  
the  p a t i e n t  t h a t  i s  ' f r o z e n ,  t e m p o r a l l y  f i x e d  and d e v o i d  o f  
any sense o f  c o g n i t i v e  emergence ' ( D a v i s  and H o r o b i n ,  
1 9 7 7 : 1 3 ) .  However i f  s u r v e y  r e s e a r c h  may be f a u l t e d  on 
t hese  g r o u n d s ,  q u a l i t a t i v e  and e t h n o g r a p h i c  r e s e a r c h  on 
p a t i e n t  s a t i s f a c t i o n  has n e i t h e r  been p r o l i f i c  nor  
n e c e s s a r i l y  i n s t r u c t i v e  w i t h  r e g a r d  t o  the s u b j e c t .  Key 
c o n c e p t s  such as ' e x p e c t a t i o n s '  ( L i p t o n  and S v a r s t a d ,  1974 ;  
St imson and Webb,  1975)  and ' s a t i s f a c t i o n '  ( S t i ms on  and  
W e bb , 197 5 )  pr ove  t o  be such e l u s i v e  c o n c e p t s  in q u a l i t a t i v e  
r e s e a r c h  i n t o  p a t i e n t s '  e v a l u a t i o n s  o f  h e a l t h  c a r e ,  t h a t  
f un d a me nt a l  r e s e r v a t i o n s  a r e  e x p r e s s e d  as t o  the v a l u e  o f  
s e e k i n g  t o  summarise p a t i e n t s '  v i e w s  in such t e r ms .
St i mson and Webb sum up t h e i r  r e s e r v a t i o n s  about  the  
con ce p t  o f  s a t i s f a c t i o n :  ' T o  sum up and l a b e l  in t h i s  way  
d i s t o r t s  r e a l i t y  and mi s s e s  the  c o n t i n u a l  p r o c es s  o f
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o r d e r i n g  and e v a l u a t i o n  whi ch  goes on'' ( S t i m s on  and Webb,  
1 9 7 5 : 7 7 ) .  They  go on t o  quot e  a c o n c l u s i o n  by Mauksch w i t h  
e v i d e n t  a p p r o v a l :  " S t u d i e s  o f  p a t i e n t  s a t i s f a c t i o n  have  
been acknowl edged as b e i n g  l a r g e l y  u s e l e s s "  (Mauksch ,  
1 9 7 2 : 2 6 ) .
S t u d i e s  such as St imson and Webb"s have been 
i m p o r t a n t  c o n t r i b u t i o n s  in t h a t  t h e y  have u n d e r l i n e d  the  
c o m p l e x i t i e s  o f  p a t i e n t s "  e v a l u a t i o n s  of  t h e i r  h e a l t h  c a r e .  
Y e t  t h e y  r i s k  " t h r o w i n g  out  the baby w i t h  the  b a t h  w a t e r " .  
They  c o n c l ud e  not  m e r e l y  t h a t  the concept  o f  s a t i s f a c t i o n  
i s  complex but  a l s o  t h a t  i t  i s  u n s t a b l e ,  t h e r e b y  
J e o p a r d i s i n g  the p o s s i b i l i t i e s  o f  p a t i e n t  c e n t e r e d  
e v a l u a t i o n s  o f  h e a l t h  c a r e .  I t  i s  the  argument  o f  t h i s  
t h e s i s  t h a t  such c o n c l u s i o n s  a r e  p r e m a t u r e .  The 
c o m p l e x i t i e s  o f  p a t i e n t s "  v i e w s  r e v e a l e d  th r ough  c l o s e  
e t h n o g r a p h i c  work do not  n e c e s s a r  i 1 y undermine  the  
o v e r a l l  goal  o f  o b t a i n i n g  s y s t e m a t i c  i n f o r m a t i o n  t h a t  may 
be o f  r e l e v a n c e  t o  h e a l t h  p o l i c y  in the  b r o a d e s t  s e n s e .
I t  i s  a p p a r e n t  t h a t  t h e r e  a r e  s t i l l  d e f i c i e n c i e s  in
b a s i c  s o c i a l  s c i e n t i f i c  knowledge r e g a r d i n g  the p r o c e s s e s
b e h i n d  p a t i e n t s "  e v a l u a t i o n s  o f  h e a l t h  c a r e .  L o cker  and
Dunt  ( 1 9 7 8 )  conc l ude  t h e i r  o v e r v i e w  o f  t h i s  s u b j e c t  t h u s :
"Research i s  needed t o  c l a r i f y  the p r o c e s s  whereby  
consumers a r r i v e  a t  a ss essment s  o f  the s e r v i c e s  t h e y  
r e c e i v e .  W h i l e  e x p r e s s i o n s  o f  s a t i s f a c t i o n  and  
d i s s a t i s f a c t i o n  a r e  the  end p r o d u c t  o f  such a p r o c e s s ,  
we know l i t t l e  as y e t  o f  the  p r o c e d u r e s ,  c r i t e r i a  and  
s t a n d a r d s  consumers e m p l o y . . . .  Research needs t o  go 
beyond the i d e n t i f i c a t i o n  o f  s o c i o  demograph ic  and  
i n s t i t u t i o n a l  v a r i a b l e s  a s s o c i a t e d  w i t h  s a t i s f a c t i o n .  
S t u d i e s  a r e  r e q u i r e d  wh i ch  e x p l o r e  t hese  i s s u e s  in 
d e p t h . "  ( L o c k e r  and D u n t , 1 9 7 8 : 2 9 1 )
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E a r l i e r  t h e y  d e f i n e  the gaps in our  u n d e r s t a n d i n g  
more e x p l i c i t l y ;  l i t t l e  i s  known o f :  " t h e  p r o c e s s  by means  
o f  whi ch  r e s p o n d e n t s  d e c i d e  w h e t h e r  t h e y  a r e  s a t i s f i e d  or  
d i s s a t i s f i e d .  On what  a re  e x p r e s s i o n s  of  s a t i s f a c t i o n  and 
d i s s a t i s f a c t i o n  based? . . .  l i t t l e  a t t e n t i o n  has been 
d i r e c t e d  t owar ds  d e v e l o p i n g  a w e l l  d e f i n e d  
s o c i o p s y c h o l o g i c a l  t h e o r y  o f  s a t i s f a c t i o n "  ( L o c k e r  and  
D u n t ,  1 9 7 8 : 2 8 8 ) .
Such a r gu m e n t s  f o r  more b a s i c  r e s e a r c h  i n t o  the  
p r o c e s s e s  i n v o l v e d  in p a t i e n t s  e v a l u a t i o n s  a re  echoed by  
o t h e r s .  Segal  1 and B u r n e t t  d e c l a r e  the  need f o r  an 
" e x p l a n a t i o n  o f  t he  p r o c e s s  o f  p a t i e n t  e v a l u a t i o n  o f  
p h y s i c i a n  r o l e  p e r f o r m a n c e "  (Sega l  1 and B u r n e t t ,  1 9 7 8 : 2 7 8 ) .  
Lebow a d v o c a t e s  r e s e a r c h  " t o  e l u c i d a t e  the s o c i a l  
p s y c h o l o g i c a l  p r o c e s s e s  i n v o l v e d  in consumer s a t i s f a c t i o n "  
(Lebow,  1 9 8 2 : 2 5 6 ) .  O t h e r  a u t h o r s  ( Ke lman,  1 976 ;  Fox and  
St o r ms ,  1981;  L e v e n t h a l  e t  a l . , 1 9 8 4 )  u n d e r l i n e  the  need f o r  
such w o r k .  C e n t r a l  t o  any s o c i a l  s c i e n t i f i c  i n v e s t i g a t i o n  
of  p a t i e n t  s a t i s f a c t i o n  t h e r e f o r e  must  be an e x a m i n a t i o n  of  
the p r o c e s s  o f  p a t i e n t  e v a l u a t i o n  o f  c a r e .
Summary
Arguments  f o r  the i mpor t ance  o f  "consumer" r e s e a r c h  
on r e sp o n s e s  t o  the  w e l f a r e  s t a t e  have r e c e n t l y  grown in 
volume ( P o l l i t t , 1 985 ;  S m i t h , 1986;  W e a l e , 1 9 8 6 ) .  Gi ven the  
p o l i c y  c o n t e x t  o u t l i n e d  in t h i s  c h a p t e r  i t  i s  i n c o n c e i v a b l e  
t h a t  i n t e r e s t  in the  consumer w i l l  d i m i n i s h ,  w h e t h e r  or  not  
the s o c i a l  s c i e n t i s t  engages in the i s s u e .  T h i s  c h a p t e r
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has a r gu e d  t h a t  the  s t e a d y  g r ow t h  in i n t e r e s t  in p a t i e n t  
s a t i s f a c t i o n  r e s e a r c h  has t a k e n  p l a c e  in a complex p o l i c y  
e n v i r o n m e n t  in wh i ch  i d e as  o f  consumer ism c o n s i d e r a b l y  
o v e r s i m p l i f y  the i s s u e s .  A l t h o u g h  a c u l t u r a l  movement of  
consumer ism m i g h t  be d e t e c t e d  in s e c t i o n s  o f  Amer i can  
s o c i e t y ,  o t h e r  i n t e r e s t s  and o t h e r  pur poses  have been a t  
l e a s t  as i m p o r t a n t  in a c c o u n t i n g  f o r  s u s t a i n e d  concern  w i t h  
p a t i e n t  s a t i s f a c t i o n .
H e a l t h  a u t h o r i t i e s  have a c t i v e l y  pur sued  the  
c o nc e r n s  d e f i n e d  by c e n t r a l  government  in making p a t i e n t  
s a t i s f a c t i o n  a g r e a t e r  p r i o r i t y ,  a t  l e a s t  a t  the l e v e l  of  
a p p o i n t i n g  "consumer r e l a t i o n s  o f f i c e r s "  and o t h e r  p o s s i b l y  
s y m b o l i c  a c t s .  Y e t  t h e r e  can seldom have been such a 
w i d e l y  s h a r e d  p o l i c y  goal  w i t h  such c r u c i a l  a m b i g u i t i e s :  
d i f f e r e n t  a c t o r s  r e f e r  to  d i f f e r e n t  t h i n g s  in d i s c u s s i n g  
the  i s s u e s ;  the  s o c i a l  s u r v e y  l i t e r a t u r e  p o i n t s  t o  a 
v a r i e t y  o f  m a j o r  m e t h o d o l o g i c a l  l i m i t a t i o n s  in the  - 
measurement  o f  s a t i s f a c t i o n ,  and the more academic  
l i t e r a t u r e  has c o n t r i b u t e d  a v a r i e t y  o f  d i f f e r e n t  mode l s  or  
t h e o r i e s  o f  the p r o c e s s e s  u n d e r l y i n g  p a t i e n t s "  j ud g e men t s  
o f  t h e i r  h e a l t h  c a r e .  A d v o c a t e s  o f  more p a t i e n t  f o c u s e d  
h e a l t h  c a r e ,  r e s e a r c h  and e v a l u a t i o n  must a c c e p t  t h a t  
s e r i o u s  r e s e r v a t i o n s  about  the  v a l u e  o f  p a t i e n t s "  v i e w s  
have not  been a ss u a g ed .  The l e g i t i m a c y  o f  p a t i e n t  o p i n i o n  
in the h e a l t h  p o l i c y  f i e l d  i s  not  y e t  e s t a b l i s h e d .
The s o c i a l  s c i e n c e s ,  wh i ch  m i g h t  have been e x p e c t e d  
t o  be more a c t i v e l y  engaged in the  s c r u t i n y  o f  p u b l i c  
o p i n i o n  s u r v e y s ,  have o f t e n  s i m p l y  d e s p a i r e d  o f  the  v a l u e
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o f  c o n c e p t s  such as p a t i e n t  s a t i s f a c t i o n .  A t  t he  v e r y  
l e a s t  t h e r e  i s  a c h a l l e n g e  t o  i d e n t i f y  the p r o c e s s e s  
whe re by  p a t i e n t s  f o r m t h e i r  Judgements  o f  s e r v i c e s  such as  
h e a l t h  c a r e .  The r e m a i n d e r  o f  t h i s  t h e s i s  a t t e m p t s  to  
examine in one k i n d  o f  me d i c a l  s e t t i n g  -  the  o u t p a t i e n t  
c l i n i c  -  the p r o c e s s e s  i n v o l v e d  in p a t i e n t s '  j ud g e me n t s  and  
t h e r e b y  t o  c o n t r i b u t e  t o  an e v a l u a t i o n  o f  p a t i e n t  
s a t i s f a c t i o n  as a u s e f u l  o b j e c t  o f  s o c i a l  e n q u i r y .
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CHAPTER 2 ,  AN INTRODUCTION TO A STUDY OF PATIENTS  
PRESENTING HEADACHES TO NEUROLOGICAL CLI NI CS
T h i s  t h e s i s  i s  conce r ne d  w i t h  the scope o f  p a t i e n t  
s a t i s f a c t i o n  r e s e a r c h .  How e x t e n s i v e  and how u s e f u l  i s  the  
p a t i e n t ' s  c a p a c i t y  t o  p r o v i d e  v i e w s  about  h i s  or  her  h e a l t h  
c a r e ?  The n e x t  t h r e e  c h a p t e r s  d e s c r i b e  a s t u d y  o f  p a t i e n t s  
a t t e n d i n g  a n e u r o l o g i c a l  o u t p a t i e n t  c l i n i c  f o r  h e adache .
The f o c u s  o f  the  n e u r o l o g y  c l i n i c  s t u d y  i s  upon p a t i e n t s '  
r e s po n s e s  t o  the  c l i n i c  in te rms  o f  s a t i s f a c t i o n  and the  
r e s u l t s  o f  the s t u d y  a r e  examined in the l i g h t  o f  the  
o v e r a l l  f o c u s  o f  t h i s  t h e s i s .  Of c e n t r a l  i n t e r e s t ,  
t h e r e f o r e ,  i s  the q u e s t i o n  o f  how v a l u a b l e  p a t i e n t s '  v i e ws  
o f  the  n e u r o l o g i c a l  c l i n i c  woul d  p r o v e .  P a t i e n t s '  v ie w s  
were  sought  f o r  t h i s  s t u d y  both b e f o r e  and a f t e r  t h e i r  
c l i n i c  v i s i t ,  by means o f  r e l a t i v e l y  u n s t r u c t u r e d  
i n t e r v i e w s  r a t h e r  than by the s u r v e y  q u e s t i o n n a i r e  more 
c o n v e n t i o n a l l y  used in p a t i e n t  s a t i s f a c t i o n  r e s e a r c h .  The  
purpose  o f  a d o p t i n g  t h i s  approach was t o  encourage  p a t i e n t s  
t o  e v a l u a t e  t h e i r  h e a l t h  c a r e  as much as p o s s i b l e  in t h e i r  
own t e r m s .  A c e n t r a l  aim o f  t h i s  s t u d y  was t o  g a i n  
i n s i g h t s  f rom p a t i e n t s '  own a c c o u n t s  o f  ' t h e  p r o c e s s  
whereby  consumers a r r i v e  a t  j ud g e men t s  o f  the s e r v i c e s  t h e y  
r e c e i v e '  ( L o c k e r  and D u n t , 1 9 7 8 : 2 9 0 ) .
I n  c h a p t e r  1,  the v i e w  o f  St imson and Webb ( 1 9 7 5 )
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was c i t e d  t h a t  summing up p a t i e n t s '  v i e ws  in t e r ms  o f  
' s a t i s f a c t i o n '  i s  a d i s t o r t i o n  and o v e r s i m p l i f i c a t i o n  o f  a 
more complex and f l u i d  p r o c e s s  whereby  p a t i e n t s  e v a l u a t e  
t h e i r  h e a l t h  c a r e .  The use o f  p r e d e t e r m i n e d  f i x e d  
c a t e g o r i e s  such as ' s a t i s f a c t i o n '  o v e r s i m p l i f i e s  p a t i e n t s '  
j u d g e me n t s  a c c o r d i n g  t o  t h i s  l i n e  o f  c r i t i c i s m .  St i mson  
and Webb b e l i e v e ,  on the b a s i s  o f  the  q u a l i t a t i v e  r e s e a r c h  
t h e y  c a r r i e d  out  in g e n e r a l  p r a c t i c e ,  t h a t  i t  i s  u l t i m a t e l y  
not  w o r t h w h i l e  s u mm a r i z i n g  p a t i e n t s '  v i e ws  in such t e r m s .  
S i m i l a r  d i f f i c u l t i e s  a re  r e p o r t e d  by them in 
o p e r a t i o n a l i s i n g  the  con ce p t  o f  ' e x p e c t a t i o n s ' .  A r e l a t e d  
p r o b l em i s  t h a t  f i x e d  c h o i c e  q u e s t i o n n a i r e s  do not  a l l o w  
p a t i e n t s  t o  e x p r e s s  the  b a s i s  or  r a t i o n a l e  f o r  t h e i r  
j u d g e me n t s  o f  s a t i s f a c t i o n  or  d i s s a t i s f a c t i o n .  A more open 
ended approach t o  d a t a  c o l l e c t i o n  m i g h t  e n a b l e  r e s p o n d e n t s  
both  t o  use more n a t u r a l  or  more a p p r o p r i a t e  c a t e g o r i e s  o f  
r e sponse  and a l s o  t o  d e s c r i b e  the  b a s i s  or  r a t i o n a l e  f o r  
j ud g e me n t s  -  t o  e x p r e s s  the ' p r o c e d u r e s ,  c r i t e r i a  and  
s t a n d a r d s '  t h a t  l e a d  t o  ' t h e  end p r o d u c t '  o f  s a t i s f a c t i o n  
( L o c k e r  and D u n t , 1 9 7 8 : 2 9 1 ) .  Thus a more open ended s t y l e  
o f  c o l l e c t i n g  d a t a  m i g h t  be more s u c c e s s f u l  a t  m e e t i n g  the  
c r i t i c i s m s  o f ,  amongst  o t h e r s .  Lo c ke r  and Dunt  ( 1 9 7 8 )  and  
M a r t i n  ( 1 9 8 6 ) ,  who h o l d  t h a t  t i g h t l y  s t r u c t u r e d  
q u e s t i o n n a i r e s  do not  a l l o w  r e s p o n d e n t s  t o  v o i c e  t h e i r  
v i e w s  p r o p e r l y  and hence i n h i b i t  f u l l  p a r t i c i p a t i o n  by  
consumers in the  p r o c es s  o f  e v a l u a t i o n .  A c c o r d i n g  t o  such 
c r i t i q u e s  the scope f o r  p a t i e n t  s a t i s f a c t i o n  r e s e a r c h  i s  
c i r c u m s c r i b e d  by the l i m i t e d  methods  w i t h  whi ch  v i e w s  a re  
s o u g h t .
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Most  s t u d i e s  o f  p a t i e n t  s a t i s f a c t i o n  a re  based on 
p a t i e n t s  p r e s e n t i n g  w i t h  a d i v e r s e  range  o f  h e a l t h  
p r o b l e m s .  T h i s  i s  h a r d  t o  a v o i d  w h e r e ,  as i s  u s u a l l y  the  
c a s e ,  the aim o f  the  s t u d y  i s  t o  i n v e s t i g a t e  p a t i e n t s '  
v i e w s  o f  h e a l t h  c a r e  f a c i l i t i e s  (such as g e n e r a l  p r a c t i c e )  
whi ch  have d i v e r s e  r e s p o n s i b i l i t i e s .  A d i s a d v a n t a g e  o f  
such s t u d i e s ,  however  i s  t h a t  i t  i s  d i f f i c u l t  t o  d e v i s e  
methods t h a t  examine in any k i n d  o f  s y s t e m a t i c  f a s h i o n  
p a t i e n t s '  p e r c e p t i o n s  o f  t h e i r  p r ob l ems  and t h e i r  needs  in 
r e l a t i o n  t o  p r o b l e m s .  I t  i s  d i f f i c u l t  to  q u e s t i o n  about  
p e r c e p t i o n s  in d e t a i l  when a d i v e r s e  range o f  h e a l t h  
p r ob l ems  a r e  i n v o l v e d .  As a r e s u l t ,  s t u d i e s  o f  p a t i e n t  
s a t i s f a c t i o n  w i t h  most  g e n e r a l  h e a l t h  c ar e  f a c i l i t i e s  a re  
o n l y  a b l e  t o  examine in a f a i r l y  s u p e r f i c i a l  way the  
r e l a t i o n s h i p  between p a t i e n t s ' s a t i s f a c t i o n  w i t h  c a r e  and  
t h e i r  p e r c e p t i o n s  o f  n e e d .  Genera l  q u e s t i o n s  have t o  be 
d e v i s e d  in most  s t u d i e s  t h a t  a l l o w  p a t i e n t s  w i t h  w i d e l y  
d i f f e r i n g  p r ob l ems  t o  r e s p o n d .
The purpose  o f  t he  s t u d y  o f  n e u r o l o g i c a l  c l i n i c s  
r e p o r t e d  he r e  was t o  examine  the  e x p e r i e n c e s  o f  p a t i e n t s  
p r e s e n t i n g  w i t h  h e a d a c h e .  As a l l  p a t i e n t s  had a s i n g l e  
symptom -  headache -  in cofwnon, i t  was p o s s i b l e  t o  examine  
t h i s  a s p e c t  o f  t h e i r  e x p e r i e n c e  o f  a t t e n d i n g  the  c l i n i c  in 
some d e t a i l .  I t  was p o s s i b l e  t o  examine in p a r t i c u l a r  the  
ways in wh i ch  headache had become a p r ob l em and the  k i n d s  
o f  h e l p  f o r  headache wh i ch  the  p a t i e n t  hoped f o r  as a 
r e s u l t  o f  a t t e n d i n g  t he  c l i n i c .  The r e l a t i v e l y  n a r r o w  
r ange  o f  m ed i c a l  p r o b l e m s  in t h i s  s t u d y  may make i t  
p o s s i b l e  t o  f o c u s  more c l e a r l y  upon the i n f l u e n c e s  t h a t
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s o c i a l  p s y c h o l o g i c a l  f a c t o r s  have upon s a t i s f a c t i o n .
The s t u d y  i s  r e p o r t e d  in the  f o l l o w i n g  way .  T h i s  
c h a p t e r  b e g i n s  w i t h  a d i s c u s s i o n  o f  e x i s t i n g  e v i d e n c e  o f  
the p r o c e s s e s  whereby  headaches  may i n i t i a l l y  become a 
m e d ic a l  p r o b l em f o r  some s u f f e r e r s .  Then the  s p e c i f i c  
sample o f  p a t i e n t s  r e f e r r e d  t o  s p e c i a l i s t s  i s  d e s c r i b e d  and  
the  m e t h o d o l o g y  o f  the  s t u d y  o u t l i n e d .
C h a p t e r  3 then exa mi nes  the e x p e c t a t i o n s  o f  the  
p a t i e n t s  in the s a m p l e .  I t  i s  a r gu e d  t h a t  p a t i e n t s '  
e x p e c t a t i o n s  in t h i s  c o n t e x t  a re  e x t r e m e l y  t e n t a t i v e  and 
h e s i t a n t  and t h a t ,  in o r d e r  t o  u n d e r s t a n d  the  d i f f e r e n t  
r e a c t i o n s  t o  c l i n i c s ,  a t t e n t i o n  needs to  be g i v e n  t o  the  
v a r y i n g  c o n c e r n s  and i l l n e s s  c a r e e r s  o f  p a t i e n t s  w i t h  
headache  p r e s e n t i n g  in the  c l i n i c .  C h a p t e r  4 then d i r e c t l y  
exa mi nes  p a t i e n t s '  a c c o u n t s  o f  t h e i r  s ubsequent  r e a c t i o n s  
t o  c l i n i c s ,  and a t t e m p t s  t o  e x p l a i n  the  v a r i a t i o n  in such 
r e s p o n s e s  by means o f  the d i f f e r e n t  i n i t i a l  c o n c e rn s  t h a t  
p a t i e n t s  have in a t t e n d i n g  the  c l i n i c .
I l l n e s s  b e h a v i o u r  and headaches
I n  o r d e r  t o  examine and u n d e r s t a n d  the e x p e r i e n c e s  
o f  p a t i e n t s  p r e s e n t i n g  t o  h o s p i t a l  c l i n i c s  w i t h  he ada c he ,  
i t  i s  e s s e n t i a l  t o  examine the  p r o c e s s  whereby  a symptom 
t h a t  i s  e x t r e m e l y  ccxrenon can become o f  s u f f i c i e n t  concern  
t o  r e q u i r e  me d i ca l  t r e a t m e n t .  T h i s  s e c t i o n  exami nes  t h a t  
p r o c e s s .  I n  p a r t i c u l a r  e v i d e n c e  i s  sought  f o r  s o c i a l  
f a c t o r s  t h a t  may i n f l u e n c e  the p r o c e s s  o f  r e s p o n d i n g  t o
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symptoms o f  he ad a c h e .
W i t h  r e g a r d  t o  a wide  r ange  o f  d i f f e r e n t  m ed i c a l  
d i s o r d e r s  r e s e a r c h  has u nc ov er e d  a c o n s i s t e n t  p a t t e r n  whi ch  
has become known as the  'symptom i c e b e r g '  ( H a n n a y , 1 9 7 9 ) .
The t e rm g r a p h i c a l l y  conveys  the  p o i n t  t h a t  f o r  many
m e d i c a l  c o n d i t i o n s ,  o n l y  a m i n o r i t y  o f  e p i s o d e s  or  symptoms
o f  i l l n e s s  r e s u l t  in a me d i c a l  c o n s u l t a t i o n .  The e v i d e n c e  
t h a t  many p a t i e n t s ,  w i t h  such d i v e r s e  p r ob l ems  as  
r h e u m a t o i d  a r t h r i t i s ,  d i a b e t e s  and b r o n c h i t i s  do no t  
c o n s u l t  t h e i r  d o c t o r ,  has s t i m u l a t e d  e n q u i r y  i n t o  what  has  
become known as ' i l l n e s s  b e h a v i o u r ' .  Mechan i c  d e f i n e s  the  
t e rm t h u s :
' B y  i l l n e s s  b e h a v i o u r  we mean the  way in whi ch
symptoms a re  p e r c e i v e d ,  e v a l u a t e d  and a c t e d  upon by a
per son  who r e c o g n i s e s  some p a i n ,  d i s c o m f o r t ,  or  o t h e r  
s i g n s  o f  o r g a n i c  m a l f u n c t i o n . '  ( M e c h a n i c ,  1 9 6 8 : 1 1 7 )
T h i s  c on ce p t  i s  o f  i mp o r ta n ce  in u n d e r s t a n d i n g  
r e s p o n s e s  t o  a symptom such as headache b e ca us e ,  f o r  the  
m a j o r i t y  o f  p e o p l e ,  the  e x p e r i e n c e  o f  headache i s  e i t h e r  
i g n o r e d ,  t o l e r a t e d  or  s e l f  m e d i c a t e d .  Wadsworth e t  a l .  
( 1 9 7 1 )  exami ned  the h e a l t h  s t a t u s  o f  2153  i n d i v i d u a l s  in 
the  communi ty  in South London.  On l y  5% r e p o r t e d  no symptoms  
in the  14 day p e r i o d  c ov e r e d  in the  s u r v e y .  T went y  one per  
c e n t  o f  the  sample r e p o r t e d  a headache and a f u r t h e r  5% 
r e p o r t e d  a s ev e r e  headache d u r i n g  the  r e l e v a n t  p e r i o d .  
S e v e n t e en  per  c e n t  o f  r e s p o n d e n t s  r e p o r t e d  a m i g r a i n e  and  
46% s t a t e d  t h a t  t h e y  n o r m a l l y  s u f f e r e d  f r om m i g r a i n e  but  
had n o t  had e p i s o d e s  in the  14 day p e r i o d .  The 
r e l a t i o n s h i p  between m i g r a i n o u s  e p i s o d e s  and headache was  
n ot  exami ned  in t h i s  s t u d y .  R e p o r t s  o f  headaches  f e l l  w i t h
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i n c r e a s i n g  age and were  more common amongst  women. An 
i m p o r t a n t  a s p e c t  o f  the  s t u d y  i s  the p a t t e r n  o f  b e h a v i o u r  
f o u n d  in the  s am p l e .  On l y  one q u a r t e r  o f  those r e p o r t i n g  
headaches  had c o n s u l t e d  a d o c t o r  f o r  a d i a g n o s i s  o f  t h e i r  
p r o b l e m ,  and,  p a r a d o x i c a l l y ,  t he  p r o p o r t i o n  amongst  those  
r e p o r t i n g  a s e v e r e  headache who had had t h e i r  p r o b l em  
m e d i c a l l y  d i a g n o s e d  was even l o wer  ( 1 5 % ) .  A p p r o x i m a t e l y  
h a l f  o f  both the headache  and s ev e r e  headache s u f f e r e r s  had  
t a k en  a m e d i c a t i o n  f o r  t h e i r  symptoms.  T h i s  m e d i c a t i o n  was  
more o f t e n  a l a y  m e d i c a t i o n  than a me d i c a l  p r e s c r i p t i o n .  
A g a i n ,  u n e x p e c t e d l y ,  l a y  m e d i c a t i o n  o u t w e i g h e d  m e d i c a l  
p r e s c r i p t i o n  by e i g h t  t o  one f o r  s e v e r e  headaches  and f o u r  
t o  one w i t h  o t h e r  h e ad a c h e s .  The most  common m e d i c a t i o n  
was an a n a l g e s i c  and the  symptom o f  headache was one whi ch  
was more l i k e l y  than o t h e r  symptoms t o  r e s u l t  in a l a y  
m e d i c a t i o n .  A s i m i l a r  p i c t u r e  o f  headache i s  p r o v i d e d  by 
D u n n e l l  and C a r t w r i g h t  <1972 )  who s u r v e y e d  the r e p o r t e d  
h e a l t h  and drug  consumpt i on  o f  a sample o f  1412 a d u l t s  in 
B r i t a i n .  Headache was the most  common symptom r e p o r t e d .
The symptcwn was l e s s  f r e q u e n t l y  r e p o r t e d  by o l d e r  p a t i e n t s .  
I t  was ,  a f t e r  a ' t e m p e r a t u r e ' ,  the  symptcxn most  o f t e n  
r e s u l t i n g  in m e d i c a t i o n  (83% o f  e p i s o d e s ) .
I n  Wadsworth e t  a l ' s  s t u d y ,  pe r so n s  c o m p l a i n i n g  o f  
headaches  were s i g n i f i c a n t l y  more l i k e l y  t o  have gone t o  a 
d o c t o r  i f  t h e y  were  r e t i r e d ,  hous e wi ves  or  unempl oyed .
On l y  11% o f  employed p e r so n s  had c o n s u l t e d  a d o c t o r  about  
h e ad ac he s .  S o c i a l  c l a s s  was no t  s i g n i f i c a n t l y  a s s o c i a t e d  
w i t h  c o n s u l t a t i o n  and the a u t h o r s  obser ve  t h a t  backgr ound  
s o c i a l  and demograph ic  v a r i a b l e s  e x p l a i n e d  o n l y  5% o f  the
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v a r i a n c e  in c o n s u l t i n g .  I t  i s  however  not  uncommon in 
s t u d i e s  o f  i l l n e s s  b e h a v i o u r  in o t h e r  a r e a s  f o r  such 
backgr ound  v a r i a b l e s  t o  e x p l a i n  l i t t l e  o f  the  v a r i a n c e  in 
b e h a v i o u r  ( T u c k e t t , 1 9 7 6 ) .
O th e r  s t u d i e s  u n d e r l i n e  the  p r o b l ems  o f  
u n d e r s t a n d i n g  i l l n e s s  b e h a v i o u r  in r e l a t i o n  t o  he ad a c h e .  
Banks e t  a l .  ( 1 9 7 5 )  asked a random sample o f  women t o  
c o m p l e t e  h e a l t h  d i a r i e s  in whi ch  e v e r y  symptom e x p e r i e n c e d  
was r e c o r d e d .  The i n v e s t i g a t o r s  a l s o  n o t e d  a l l  t h e i r  
g e n e r a l  p r a c t i c e  c o n s u l t a t i o n s  o v er  a y e a r .  The 'symptom  
i c e b e r g '  was a g a i n  s t r i k i n g .  T h i r t y  seven symptom e p i s o d e s  
o c c u r r e d  in the  sample  f o r  e v e r y  one p a t i e n t - i n i t i a t e d  
c o n s u l t a t i o n .  Headache was the most  common symptom in the  
s am p l e ,  r e p o r t e d  t w i c e  as o f t e n  as the n e x t  most  common 
symptom -  ' c h a n g e  in e n e r g y ' .  A f t e r  ' ch a n g e  In e n e r g y '  
however  i t  was the  symptom 1 e a s t  l i k e l y  t o  r e s u l t  in a 
c o n s u l t a t i o n ;  the  r a t i o  o f  c o n s u l t a t i o n s  t o  symptom 
e p i s o d e s  was 1 : 1 8 4  compared w i t h  a r a t i o  o f  1 : 4 5 6  f o r  
' c h a n g e  in e n e r g y '  and 1 : 2 9  f o r  abdominal  p a i n .  The  
i n v e s t i g a t o r s  r e p o r t  e l s e w h e r e  ( B e r e s f o r d  e t  a l . , 1977 )  upon 
the r o l e  t h a t  s o c i a l  and p s y c h o l o g i c a l  f a c t o r s  p l a y e d  in 
i n f l u e n c i n g  c o n s u l t a t i o n  r a t e s  in t h i s  sample o f  women.  
Background demogr aph ic  f a c t o r s  were not  s i g n i f i c a n t l y  
r e l a t e d  t o  u t i l i s a t i o n ,  a l t h o u g h  i t  was f o u n d  t h a t  those  
who were  more a t t a c h e d  t o  t h e i r  l o c a l  communi ty  and those  
w i t h  more h o u s i n g  a m e n i t i e s  such as a k i t c h e n  o r  bathroom  
were  l e s s  l i k e l y  t o  c o n s u l t .  I n s t e a d  t h i s  s t u d y  emphas i ses  
the  p r o c e s s  o f  e v a l u a t i n g  symptoms as b e i n g  i m p o r t a n t  in 
d e c i d i n g  t o  c o n s u l t  a d o c t o r .  Some d e c i s i o n  about  the
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t h r e a t  o f  symptoms or  the  b e n e f i t s  o f  m e d i c a l  c o n s u l t i n g  
must  be i n v o l v e d  t o  e x p l a i n  w i de  v a r i a t i o n s  in r a t i o s  o f  
u s e ,  f o r  e xa mp l e ,  between headache  and d i s t u r b a n c e  o f  
g a s t r i c  f u n c t i o n .
Thus f o r  the v a s t  m a j o r i t y  o f  p e o p l e ,  e i t h e r  the  
t h r e a t  or  d i s c o m f o r t  o f  headache  i s  mi n i mal  or  the  b e n e f i t s  
o f  m e d i c a l  c o n s u l t a t i o n  a r e  n o r m a l l y  p e r c e i v e d  as low.  
E v i d e nc e  t h a t  e x p e c t a t i o n s  o f  t h e r a p y  a r e  modest  amongst  
c h r o n i c  headache s u f f e r e r s  who seek me d i c a l  c a r e  i s  
r e v i e w e d  l a t e r  in the c h a p t e r .  However  t h e r e  i s  scxne 
e v i d e n c e  o f  h i g h e r  e x p e c t a t i o n s  o f  me d i c a l  e f f e c t i v e n e s s  t o  
be f o u n d  in Du n n e l l  and C a r t w r i g h t ' s  s u r v e y  in wh i ch  29% o f  
r e s p o n d e n t s  f e l t  d o c t o r s  c o u l d  c ur e  f r e q u e n t  headaches  and  
a f u t h e r  58% f e l t  t h a t  d o c t o r s  c o u l d  a t  l e a s t  ' h e l p '  w i t h  
the  c o n d i t i o n .  The sample e x p r e s s e d  much l e s s  o p t i m i s m  
a bout  m e d i c i n e ' s  e f f i c a c y  w i t h  r e g a r d  to  a v a r i e t y  o f  
h e a l t h  p r ob l ems  i n c l u d i n g  r h e u m a t i s m ,  a r t h r i t i s ,  bad c o l d s ,  
s k i n  c a n c e r  and d e p r e s s i o n .  F i f t y  seven per  c en t  o f  
p a t i e n t s  a l s o  f e l t  t h a t ,  i f  t h e y  s u f f e r e d  a headache more  
than once a week f o r  a mont h ,  t h e y  woud c o n s u l t  a d o c t o r .  
These answers  i n d i c a t e  a c o n s i d e r a b l e  l e v e l  o f  r e l i a n c e  
upon and f a i t h  in m e d i c i n e  a t  l e a s t  in h y p o t h e t i c a l  t e r m s .  
T h i s  does not  however  a p pear  t o  be t r a n s l a t e d  i n t o  
c o n s u l t i n g  b e h a v i o u r .
I t  i s  c l e a r  t h a t  most  e p i s o d e s  o f  headache do not  
g i v e  r i s e  t o  me d i c a l  c o n s u l t a t i o n s .  I t  i s  p o s s i b l e  t h a t  
s o c i a l  f a c t o r s  may be i n v o l v e d  in the  p r oc es s  whereby  
headaches  do l e a d  t o  m e d i ca l  c o n s u l t a t i o n s  in a smal l
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m i n o r i t y  o f  i n s t a n c e s ,  a l t h o u g h  s i m p l e ,  b a ck gr o u n d ,  
demograph ic  v a r i a b l e s  a re  u n l i k e l y  t o  be the  p r i m a r y  s our ce  
o f  such e x p l a n a t i o n s .  One c o n c e pt  t h a t  i s  o f t e n  c i t e d  t o  
l i n k  s o c i a l  f a c t o r s  and i l l n e s s  b e h a v i o u r  and t h a t  has  
o b v i o u s  p o t e n t i a l  r e l e v a n c e  t o  the  p r ob l em o f  headache i s  
' s o m a t i s a t i o n ' .  T h i s  term r e f e r s  t o  the t e n d e n cy  t o  
e x p r e s s  e m o t i o n a l  d i s t r e s s  and d i s c o m f o r t  in te rms  o f  
s o m a t i c  symptoms.  I n  i t s  s t r o n g e s t  f o r m,  the  con ce p t  
assumes the  p r ese n c e  o f  p s y c h o l o g i c a l  mechanisms whe re by  
s t r e s s  and d i s t r e s s  a r e  t r a n s l a t e d  i n t o  p h y s i c a l  symptoms  
th r ough  ' f a i l u r e '  a c c u r a t e l y  t o  i d e n t i f y  e m o t i o n s .  Thus  
K a t o n ,  Kl e inman and Rosen r e f e r  t o  ' t h e  s e l e c t i v e  
p e r c e p t i o n  and f o c u s  by the  p a t i e n t '  ( 1 9 8 2 : 1 2 7 )  t h a t  l e a d s  
f rom a f f e c t i v e  d i s t r e s s  t o  s o m a t i s a t i o n .  I t  has o f t e n  been 
s u g g e s t e d  t h a t  s o m a t i s a t i o n  and ' p s y c h o g e n i c  p a i n '  a re  bot h  
more common 1 y e x p e r i e n c e d  by p e o p l e  w i t h  l e s s  e d u c a t i o n  or  
l ower  s o c i o  economic p o s i t i o n  ( M e r s k e y , 1 9 6 5 ;  B a rs k y  and  
Klerman 1983 ;  K a t o n ,  Kl e inman and R o s e n , 1982;
K l e i n m a n , 1 9 7 9 ) .  I n  v i e w o f  the  p s y c h o l o g i c a l  mechanisms  
i m p l i c a t e d  in headache t h i s  t h e o r y  i s  of  g r e a t  p o t e n t i a l  
i mpor t a nce  in u n d e r s t a n d i n g  s o c i a l  d i f f e r e n c e s  in r e l a t i o n  
t o  he ada c he .  The r e s e a r c h  e v i d e n c e  on which  b a s i s  i t  has  
been m a i n t a i n e d  t h a t  l ower  s o c i a l  c l a s s  i n d i v i d u a l s  a r e  
more l i k e l y  t o  s o m a t i z e  e m o t i o n a l  d i s t r e s s  i s  smal l  and  
m a i n l y  d e r i v e d  f r om the  e x a m i n a t i o n  o f  s o c i a l  d i f f e r e n c e s  
in the p r e s e n t i n g  symptoms o f  p a t i e n t s  a t t e n d i n g  
p s y c h i a t r i c  c l i n i c s  ( Hoi 1 i ngshead  and R e d l i c h , 1 9 5 8 ) .  From 
such e v i d e n c e  v a r i o u s  t h e o r i e s  have been pr oposed  t h a t  
e x p l a i n  the  m a n i f e s t a t i o n  o f  p s y c h o l o g i c a l  d i s t r e s s  in 
t e rms  o f  s o m a t i c  symptoms such as headache amongst  w o r k i n g
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c l a s s  or  l e s s  e d u c a t e d  p a t i e n t s .  S o m a t i s a t i o n  i s  seen as  
o c c u r r i n g  because o f  a r e l a t i v e  l a c k  o f  m ed i c a l  
s o p h i s t i c a t i o n  or  o f  p s y c h o l o g i c a l  i n s i g h t  amongst  such 
g r o u p s .  Hcxvever p a t i e n t  g r oups  such as p s y c h i a t r i c  
r e f e r r a l s  a r e  u n r e p r e s e n t a t i v e  o f  the  s o c i a l  d i s t r i b u t i o n  
o f  e m o t i o n a l  d i s t r e s s  in the  communi ty  g e n e r a l l y  
( F i t z p a t r i c k ,  1983 )  and do no t  r e p r e s e n t  a sound b a s i s  f o r  
e x a m i n i n g  the f u l l  r ange  o f  headache symptoms in 
p a r t i c u l a r .  On l y  an i n v e s t i g a t i o n  o f  headache and  
s o m a t i s a t i o n  in the  communi ty  can p r o p e r l y  t e s t  such 
t h e o r  i e s .
The s o c i a l  d i s t r i b u t i o n  o f  headache has  l ong  been a 
s u b j e c t  o f  s p e c u l a t i o n .  I t  has common 1 y been asssumed t h a t  
m i g r a i n e  in p a r t i c u l a r  i s  a s s o c i a t e d  w i t h  h i g h e r  
i n t e l l i g e n c e  and more p r o f e s s i o n a l  o c c u p a t i o n a l  b a c k gr ou n d .  
One e p i d e m i o l o g i c a l  s t u d y  t h a t  s u p p o r t s  t h i s  v i e w  i s  the  
i n v e s t i g a t i o n  by C r i s p  and c o l l e a g u e s  ( 1 9 7 7 )  o f  a C o t sw o l d  
m a r k e t  town.  The two y e a r  p r e v a l e n c e  o f  m i g r a i n e  was f o u n d  
t o  be h i g h e r  in S o c i a l  C l a s s  1 and 2 compared w i t h  S o c i a l  
C l a s s  3 , 4  and 5 ,  amongst  bot h  m a l e s  and f e m a l e s .  However  
t h i s  r e s u l t  i s  based on a smal l  number o f  c as e s  o f  m i g r a i n e  
a l t o g e t h e r .  The e v i d e n c e  f r om W a d s w o r t h ' s  s t u d y ,  c i t e d  
above i s  t h a t  t h e r e  were  no s i g n i f i c a n t  d i f f e r e n c e s  between  
s o c i a l  g roups  in headache symptoms o f  any k i n d .  The most  
t horough e v i d e n c e  o f  the  s o c i a l  d i s t r i b u t i o n  o f  m i g r a i n e  i s  
the  P o n t y p r i d d  e p i d e m i o l o g i c a l  i n v e s t i g a t i o n  by W a t e r s  
( 1 9 7 1 ) .  No e v i d e n c e  o f  a d i f f e r e n c e  in r a t e s  o f  m i g r a i n e  
between s o c i a l  c l a s s e s  was f o u n d .  However t h e y  d i d  f i n d  
t h a t ,  w h i l s t  in S o c i a l  C l a s s  1 and 2 81% o f  m i g r a i n e
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s u f f e r e r s  had c o n s u l t e d  t h e i r  d o c t o r  about  the  p r o b l e m ,  
t h i s  p r o p o r t i o n  f e l l  t o  62% in S o c i a l  C l a s s  3 ,  4 and 5 .
T h i s  p a t t e r n  o f  c o n s u l t i n g  may be r e s p o n s i b l e  f o r  the  
p r e v a i l i n g  v i e w  t h a t  m i g r a i n e  i s  more common in h i g h e r  
s o c i a l  g r o u p s .  T h i s  p a t t e r n  o f  d i f f e r e n c e s  between s o c i a l  
groups  a l s o  o c c u r s  amongst  m i g r a i n e  p a t i e n t s  r e f e r r e d  t o  
n e u r o l o g i c a l  c l i n i c s ,  where  i t  i s  f ound  t h a t  m i d d l e  c l a s s  
p a t i e n t s  a r e  o v e r - r e p r e s e n t e d  compared w i t h  w o r k i n g  c l a s s  
p a t i e n t s  ( F i t z p a t r i c k  and H o p k i n s , 1 9 8 1 a ) .  Many o f  the  
s p e c u l a t i v e  l i n k s  between m i g r a i n e  and i n t e l l i g e n c e  a r e  
l i k e l y  t o  have a r i s e n  f rom c l i n i c a l  i m p r e s s i o n s  f o r me d  f r om  
such u n r e p r e s e n t a t i v e  p a t i e n t s .
Thus  the  P o n t y p r i d d  s u r v e y  s u g g e s t s  t h a t  i t  i s  
m i d d l e  c l a s s  p a t i e n t s  who a r e  more l i k e l y  t o  seek m e d i c a l  
h e l p  f o r  some headache  p r o b l e m s .  T h i s  s t i l l  does not  
a d d r e s s  the  h e a r t  o f  the  ' s o m a t i s a t i o n '  t h e s i s  wh i ch  i s  
t h a t  e m o t i o n a l  a f f e c t  i s  more l i k e l y  t o  be e x p r e s s e d  in 
s o m at i c  t e r ms  or  p s yc ho g e n i c  f u n c t i o n a l  p a i n  i s  more l i k e l y  
t o  be p r e s e n t e d  amongst  w o r k i n g  c l a s s  compared w i t h  m i d d l e  
c l a s s  p a t i e n t s .  An i n t e r e s t i n g  s t u d y  t h a t  b e a r s  on t h i s  
i ssue  i s  t h a t  o f  L a r son  and M a r c e r  ( 1 9 8 4 ) .  They  exami ned  a 
s e r i e s  o f  500 p a t i e n t s  r e f e r r e d  t o  a p a i n  r e l i e f  c l i n i c .
The sample was exami ned  by s o c i a l  c l a s s  in r e l a t i o n  t o  
p a i n ,  a n x i e t y  and d e p r e s s i o n .  T h e re  were no d i f f e r e n c e s  
between s o c i a l  g r oups  b e f o r e  t r e a t m e n t .  A l l  s o c i a l  g roups  
shewed some improvement  in s c o r e s  a f t e r  t r e a t m e n t  but  the  
d e g r ee  o f  improvement  i n c r e a s e d  w i t h  f a l l i n g  s o c i a l  c l a s s .  
T h e r e  were  no t r e a t m e n t  d i f f e r e n c e s  between groups  t h a t  
c o u l d  a cc ou nt  f o r  the  d i f f e r e n c e s  in e x t e n t  o f  improvement .
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T h u s ,  c o n t r a r y  t o  c o n v e n t i o n a l  t h i n k i n g ,  i t  was p a t i e n t s
f r om S o c i a l  C l a s s e s  1 and 2 who were  more l i k e l y  t o  r e s p o n d
u n f a v o u r a b l y  to  p a i n  t r e a t m e n t .  The a u t h o r s  c o n c l u d e  t h a t ;
' The  p e r s i s t e n t  myth m a l i g n i n g  the l ower  s o c i a l  
c l a s s e s  w i t h  a h i g h e r  p e r c e p t i o n  o f  p a i n  and  
n e u r o t i c  ism may have a r i s e n  because o f  f a i l u r e  in 
communi ca t i on  between the  c l i n i c i a n  and p a t i e n t s  o f  
d i s s i m i l a r  s o c i o e c o n o m i c  c l a s s . '  ( L a rs on  and 
M a r c e r , 1 9 8 4  : 8 8 5 )
The a u t h o r s  go on t o  c i t e  f u r t h e r  e v i d e n c e  t h a t  
f a i l u r e s  o f  communi ca t i on  may be p r i n c i p a l l y  r e s p o n s i b l e  
f o r  the v i e w of  w o r k i n g  c l a s s  t e n d e n c i e s  t o  s o m a t i s e .  They  
s p e c u l a t e  t h a t  ' i n  l ow er  s o c i a l  g roups  " p a i n "  i s  p r e f e r r e d  
as a c o m p l a i n t  r a t h e r  than more e s o t e r i c  te rms  such as  
" s t r e s s " . '  T h i s  w o u l d  i n d i c a t e  t h a t  g r e a t e r  c a r e  i s  needed  
In t a k i n g  h i s t o r i e s  o f  symptoms such as h e ad a c h e ,  s i n c e  
f a i l u r e  t o  e s t a b l i s h  the  t r u e  meani ng  o f  a p a t i e n t ' s  
c o m p l a i n t s  can e a s i l y  r e s u l t  in e r r o n e o u s  management .
Thus i t  i s  d i f f i c u l t  t o  f i n d  s u p p o r t  f o r  the  v i e w  
t h a t  the p r o c es s  o f  s o m a t i s a t i o n  has a s o c i a l  c l a s s  
d i s t r i b u t i o n .  The v i e w  t h a t  symptoms such as headache  
become d i s t r e s s i n g  m e d i c a l  p r o b l ems  f o r  l ower  s o c i a l  c l a s s  
i n d i v i d u a l s  through a p r o c e s s  o f  s o m a t i s a t i o n  w o u l d  r e q u i r e  
more complex e v i d e n c e  than i s  c u r r e n t l y  a v a i l a b l e .  The  
argument  t h a t  s o m a t i s a t i o n  i s  r e l a t e d  t o  s o c i a l  c l a s s  
i n v o l v e s  somewhat demeaning a ss ump t i on s  about  the  l a c k  o f  
i n s i g h t  and n a i v i t y  o f  w o r k i n g  c l a s s  or  l e s s  e d u c a t e d  
i n d i v i d u a l s .  Such v i e w s  a r e  no t  e m p i r i c a l l y  s u b s t a n t i a t e d .  
The v i e w  t h a t  s o c i a l  d i f f e r e n c e s  in i l l n e s s  b e h a v i o u r  f o r  
symptoms such as headache a r i s e  out  o f  d i f f e r e n t  
v o c a b u l a r i e s  and ways o f  e x p r e s s  i no pr ob l ems  i n v o l v e s
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f e w e r  a s s um p t i o n s  about  p s y c h o l o g i c a l  mechanisms or  
i m p l i c a t i o n s  o f  p s y c h o l o g i c a l  n a i v i t y .  T h i s  v i e w  i s  a more 
s o c i a l  o r  c u l t u r a l  v e r s i o n  o f  the  p s y c h o l o g i c a l  model o f  
s o m a t i s a t i o n .  However  the  i d e a  t h a t  s o c i a l  c l a s s e s  d i f f e r  
in t h e i r  v o c a b u l a r i e s  o f  p a i n  and d i s t r e s s  has r e c e i v e d  
o n l y  o c c a s i o n a l  a t t e n t i o n .  One s t u d y  ( B a r t , 1969 )  compared  
a sample o f  women who e n t e r e d  a n e u r o l o g i c a l  s e r v i c e  but  
who were  d i s c h a r g e d  w i t h  p s y c h i a t r i c  d i a g n o s e s ,  w i t h  
a n o t h e r  sample o f  women who d i r e c t l y  e n t e r e d  p s y c h i a t r i c  
s e r v i c e s .  The f o r m e r  sample were  f ou n d  t o  be l e s s  
e d u c a t e d ,  more r u r a l  and o f  l ow e r  s o c i o  economic s t a t u s .
She s u g g e s t s  t h a t  w o r k i n g  c l a s s  p a t i e n t s  more o f t e n  l a c k e d  
a d e v e l o p e d  v o c a b u l a r y  o f  e m o t i o n s  and were  t h u s  l e s s  a b l e  
t o  communicate  t h e i r  p r ob l ems  w i t h  d o c t o r s ,  as a r e s u l t  of  
whi ch  t h e y  were  i n a p p r o p r i a t e l y  managed as h a v i n g  a 
p h y s i c a l  p r o b l e m ,  by b e i n g  i n i t i a l l y  r e f e r r e d  t o  
n e u r o l o g i s t s .  However  the  e v i d e n c e  in the s t u d y  i s  o f  
p a t t e r n s  o f  r e f e r r a l  o n l y  and p a t i e n t s '  v o c a b u l a r i e s  were  
n e v e r  d i r e c t l y  a s s e s s e d .  The d i f f e r e n c e s  between the two 
sampl es  c o u l d  have been due t o  d i f f e r e n t  p a t t e r n s  o f  
r e f e r r a l  by d o c t o r s  or  d i f f e r e n t  s t a n d a r d s  amongst  
r e f e r r i n g  d o c t o r s ,  r a t h e r  than s o c i a l  c l a s s  d i f f e r e n c e s  
amongst  p a t i e n t s  in t h e i r  ways o f  d e s c r i b i n g  symptoms.
The d i r e c t  i n v e s t i g a t i o n  o f  p a t i e n t s '  i l l n e s s  
b e l i e f s  has more r e c e n t l y  become o f  i n c r e a s i n g  i mpor t ance  
in u n d e r s t a n d i n g  the  outcomes o f  h e a l t h  c a r e .  The e v i d e n c e  
o f  such r e s e a r c h  p o i n t s  t o  the  w i de  d i f f u s i o n  in s o c i e t y  o f  
' s t r e s s '  and r e l a t e d  p s y c h o l o g i c a l  mechanisms o f  d i s e a s e ,  
whi ch w o u l d  run c o u n t e r  t o  B a r t ' s  t h e s i s .  Thus B l a x t e r
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( 1 9 8 3 )  asked a sample o f  m i d d l e  aged women o f  semi s k i l l e d  
and u n s k i l l e d  manual  s o c i a l  ba ck gr ounds  t o  d i s c u s s  in 
d e t a i l  the  i l l n e s s e s  t h a t  had o c c u r r e d  in t h e i r  f a m i l i e s .
The i n t e r v i e w s  were  a n a l y s e d  and e x p l a n a t i o n s  f o r  i l l n e s s  
e p i s o d e s  c a t e g o r i s e d .  A l t h o u g h  l e s s  common 1 y i nvoked  than  
' i n f e c t i o n '  or  ' h e r e d i t y '  as a way o f  e x p l a i n i n g  f a m i l y  
i l l n e s s e s ,  ' s t r e s s '  and ' w o r r y '  were  n e v e r t h e l e s s  commonly 
m e n t i o n e d .  In p a r t i c u l a r  she n o t e s  t h a t :  ' S t r e s s  was  
e s p e c i a l l y  b lamed f o r  headaches  and m i g r a i n e ,  o f  c o u r s e ,  
and in t h i s  c o n t e x t  the women a p p e a r e d  t o  have a do p t e d  the  
word ' t e n s i o n '  p r es u m a b l y  l e a r n e d  f r om the d o c t o r s  or  
p e r h a p s  f r om a d v e r t i s i n g '  ( 1 9 8 3 : 6 4 ) .  Such e v i d e n c e  a ga i n  
i n d i c a t e s  the  p r o b l e m s  t h a t  may o ccu r  in s t u d i e s  o f  i l l n e s s  
b e h a v i o u r  such as B a r t ' s  ( 1 9 6 9 )  in whi ch  i m p l i c i t  t h e o r i e s  
o f  s o c i a l  d i f f e r e n c e s  a r e  drawn upon t o  make sense of  
o b s e r v e d  d i f f e r e n c e s  in b e h a v i o u r  between s o c i a l  g r ou p s ,  
w i t h o u t  more d e t a i l e d  and d i r e c t  e x a m i n a t i o n  a c t o r s '  
p e r c e p t i o n s  and m e an i ng s .
A n o t h e r  s t u d y  ( P i l l  and S t o t t , 1982)  whi ch  a l s o  s e t  
out  t o  i n v e s t i g a t e  the i l l n e s s  b e l i e f s  o f  w o r k i n g  c l a s s  
r e s p o n d e n t s  p r oduced  s i m i l a r  e v i d e n c e  to  t h a t  o f  B l a x t e r .  
' S t r e s s '  was the  f o u r t h  most  common 1 y i nvoked f orm o f  
e x p l a n a t i o n  amongst  t h e i r  sample o f  women. F u r t h e r m o r e  the  
s t u d y  c o n c l u d e d  t h a t  i n t r a  c l a s s  v a r i a t i o n  was i m p o r t a n t  
in u n d e r s t a n d i n g  d i f f e r e n c e s  in h e a l t h  b e l i e f s .  Such 
c a r e f u l  s t u d i e s  do not  s u p p o r t  s i m p l i s t i c  n o t i o n s  o f  a 
s o m a t i s i n g  t e n d e nc y  amongst  w o r k i n g  c l a s s  p a t i e n t s  o f  a 
k i n d  t h a t  m i g h t  r e s u l t  in r e s i s t a n c e  t o  p s y c h o l o g i c a l  
i n t e r p r e t a t i o n .  They  suggest  the l i m i t a t i o n s  o f  r e l y i n g
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upon s o c i a l  and demograph ic  v a r i a b l e s  t o  e x p l a i n  i l l n e s s  
behav i o u r .
D i s t i n c t i v e  p a t t e r n s  o f  p a i n  b e h a v i o u r  have a l s o  
been sought  in p a r t i c u l a r  e t h n i c  groups  ( Z o l a , 1 9 7 3 ) .
However more c a r e f u l  s t u d i e s  have s ug g e s t e d  t h a t  e a r l y  work  
n e g l e c t e d  the enormous amount o f  i n t r a - c u  1 t u r a l  v a r i a t i o n  
in b e h a v i o u r  ( We I s e n b e r g , 1 9 7 5 ;  L i p t o n  and M a r b a c h , 1 9 8 4 ) .  
S i m i l a r l y  a r gument s  t h a t  s o m a t i s a t i o n  i s  i m p o r t a n t  in 
Chi nese  c u l t u r e  ( K l e i n m a n , 1980 )  have been c h a l l e n g e d  
( C h e u n g , 1 9 8 1 ) .  T h e r e  a r e  p r ob l e m s  in s e e k i n g  
c h a r a c t e r i s t i c  e t h n i c  p a t t e r n s  o f  r esponse  t o  p a i n .  J u s t  
as w i t h  r e s e a r c h  on o t h e r  s o c i a l  and demograph ic  v a r i a b l e s  
in i l l n e s s  b e h a v i o u r  r e s e a r c h ,  o f t e n  background v a r i a b l e s  
e x p l a i n  none or  l i t t l e  o f  the  v a r i a n c e  in the r e l e v a n t  
b e h a v i o u r .  F u r t h e r m o r e ,  even where  s i g n i f i c a n t  
r e l a t i o n s h i p s  a r e  f o u n d  between backgr ound c h a r a c t e r i s t i c s  
and b e h a v i o u r ,  the  meani ng o f  the  r e l a t i o n s h i p  needs  
f u r t h e r  e x a m i n a t i o n .
Thus i l l n e s s  b e h a v i o u r  r e s e a r c h  i n d i c a t e s  the  need  
f o r  c a u t i o n  in assuming t h a t  t h e r e  a r e  c h a r a c t e r i s t i c  
meani ngs  t h a t  can be a t t r i b u t e d  t o  the  p r e s e n t a t i o n  o f  
headache by p a r t i c u l a r  s o c i a l  g r o u p s .  In o r d e r  t o  
u n d e r s t a n d  those p a t i e n t s  who seek s p e c i a l i s t  a t t e n t i o n  f o r  
t h e i r  h e adache ,  i t  i s  u n l i k e l y  t h a t  s i m p l e  s o c i a l  f a c t o r s  
such as s o c i a l  c l a s s  backgr ound  w i l l  prove  s u f f i  c e n t  f o r  
u n d e r s t a n d i n g  the  needs  and e x p e c t a t i o n s  o f  h e l p  b r o u g h t  t o  
the  c l i n i c  or  the r e sp o n s e s  in t e rms  o f  s a t i s f a c t i o n  a f t e r  
a t t e n d a n c e  a t  the c l i n i c .  M e c h a n i c ' s  c oncept  o f  i l l n e s s
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b e h a v i o u r  and the e v i d e n c e  r e v i e w e d  above o f  r e s p o n s e s  t o  
symptoms such as non s p e c i f i c  p a i n  and he ad a c h e ,  e n j o i n  
much c l o s e r  e x a m i n a t i o n  o f  i n d i v i d u a l s '  a n x i e t i e s ,  
p e r c e p t i o n s  and e x p e c t a t i o n s  than can be a ss e s s e d  frcxn 
b a ck gr ound  s o c i a l  c h a r a c t e r i s t i c s .
S p e c i a l i s t  r e f e r r a l  f o r  headache
A l l  o f  the  p a t i e n t s  i n c l u d e d  in t h i s  s t u d y  a t t e n d e d  
the  h o s p i t a l  c l i n i c  because t h e y  were  r e f e r r e d  t h e r e  by 
t h e i r  g e n e r a l  p r a c t i t i o n e r .  Thus a f u l l  u n d e r s t a n d i n g  o f  
the  needs o f  the p a t i e n t s  in the  sample w o u l d  r e q u i r e  
c o n s i d e r i n g  the  r o l e  o f  the g e n e r a l  p r a c t i t i o n e r  and h i s  or  
h er  e x p e c t a t i o n s  o f  the  s p e c i a l i s t  c l i n i c .  I t  i s  unusual  
f o r  the  g e n e r a l  p r a c t i t i o n e r  t o  r e f e r  a p a t i e n t  w i t h  
headaches  t o  the  n e u r o l o g i s t  f o r  s p e c i a l i s t  c o n s u l t a t i o n .  
Most  a s p e c t s  o f  the  management  o f  headache in p r i m a r y  c ar e  
do not  r e q u i r e  s p e c i a l i s t  s u p p o r t ,  and the most  f r e q u e n t  
f o r ms  o f  t r e a t m e n t  a r e  s i m p l e  p r e s c r i p t i o n s  and a d v i c e  
( P h i z a c k l e a  and W i l k i n s , 1978;  A m b u l a t o r y  S e n t i n e l  P r a c t i c e  
N e t w o r k , 1 9 8 7 ) .  The main reason  f o r  a g e n e r a l  p r a c t i t i o n e r  
t o  seek s p e c i a l i s t  h e l p  i s  t o  o b t a i n  s u p p o r t  f o r  h i s  or  her  
own d i a g n o s i s  in c a s e s  where symptoms p r e s e n t e d  a r e  
a t y p i c a l  or  i n d i c a t i v e  o f  a p o s s i b l y  more s e r i o u s  d i s e a s e .
As Grove and c o l l e a g u e s  o b s e r v e ;  ' H o s p i t a l  r e f e r r a l  i s  
u s u a l l y  made w i t h  the  purpose bot h  o f  c o n f i r m i n g  the  
d i a g n o s i s  and r e i n f o r c i n g  the  r e a s s u r a n c e  wh i ch  f o r ms  the  
m a i n s t a y  o f  management '  (Grove  e t  a l . , 1 9 8 0 : 1 9 5 ) .  I n  o t h e r  
words  the  main purpose  o f  such a r e f e r r a l  i s  t o  s u p p o r t  or  
a s s i s t  the  g e n e r a l  p r a c t i t i o n e r ' s  d i a g n o s i s  r a t h e r  than
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c o n t r i b u t e  t o  the  a c t i v e  t r e a t m e n t  o f  the p a t i e n t ' s  
head a c h e .  N i g h t i n g a l e  ( 1 9 7 6 ) ,  r e v i e w i n g  the r o l e  o f  the  
g e n e r a l  p r a c t i t i o n e r  in the f i e l d  o f  m i g r a i n e ,  a rg u e s  t h a t  
n e u r o l o g i c a l  r e f e r r a l  i s  i n d i c a t e d  where  t h e r e  i s  ' a 
measure o f  d o u b t '  about  the p o s s i b i l i t y  o f  a s e r i o u s  
i n t r a c r a n i a l  l e s i o n  such as a haemorrhage  r a t h e r  than a 
more b en i gn  d i a g n o s i s .  However  i t  i s  unusual  f o r  more  
s e r i o u s  d i s o r d e r s  t o  be p r e s e n t e d  t o  g e n e r a l  p r a c t i t i o n e r s  
w i t h  headache as the p r i m a r y  symptom ( N i g h t  i n g a l e , 1976;  
P h i z a c k l e a  and W i 1k i n s , 1 9 7 8 ;  J e r r e 1 1 , 1 9 7 9 ) .
More r e c e n t l y ,  s p e c i a l i s t  c l i n i c s  have d e v e l o p e d  t o  
t r e a t  a c u t e  e p i s o d e s  o f  m i g r a i n e  and t o  f o s t e r  r e s e a r c h  
i n t o  the s p e c i f i c  d i s o r d e r  o f  m i g r a i n e .  ' I n  a d d i t i o n  t o  
o f f e r i n g  t r e a t m e n t  o f  the a c u t e  a t t a c k ,  these  and o t h e r  
c l i n i c s  p r o v i d e  c o n s u l t a t i o n  f a c i l i t i e s  f o r  g e ne r a l  
p r a c t i t i o n e r  r e f e r r a l s ,  so t h a t  a l l  s o r t s  of  t r e a t m e n t  
methods a r e  t r i e d  and many t r i a l s  u n d e r t a k e n '  ( C l i f f o r d  
Rose and G a w e l , 1 9 7 9 : 9 1 ) .  Thus in r e c e n t  y e a r s  n e u r o l o g i s t s  
have come t o  p l a y  a more g e n e r a l  r o l e  in the management  o f  
headache d i s o r d e r s ,  by t r e a t m e n t  as w e l l  as by o f f e r i n g  
e x p e r t  d i f f e r e n t i a l  d i a g n o s i s .  Where such c l i n i c s  a r e  
a v a i l a b l e  l o c a l l y ,  the  g e n e r a l  p r a c t i t i o n e r  may make 
i n c r e a s e d  use o f  s p e c i a l i s t  a d v i c e .
However Grove and c o l l e a g u e s  obser ve  o f  the  
s p e c i a l i s t  r e f e r r a l  f o r  headache t h a t  ' T h e r e  i s  l i t t l e  
e v i d e n c e  t o  i n d i c a t e  w h e t h e r  t h i s  i s  a w o r t h w h i l e  e x e r c i s e  
or  n o t '  ( Gr ove  e t  a l . ,  1 9 8 0 : 1 9 5 ) .  I n  the  g e ne r a l  p r a c t i c e  
management o f  o t h e r  p r o b l e m a t i c  p a t i e n t s  such as those  w i t h
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p s y c h i a t r i c  i l l n e s s e s ,  s t u d i e s  have s u g g e s t e d  t h a t  n e i t h e r  
p a t i e n t  nor  d o c t o r  has c l e a r  g o a l s  and t h a t  e x p e c t a t i o n s  o f  
the  s p e c i a l i s t  may be q u i t e  l ow.  Kaeser  and Cooper  go so
f a r  as t o  compare the  r e f e r r a l  t o  a p r i m i t i v e  h e a l i n g
r i t u a l :  ' Seen  in t h i s  l i g h t  s p e c i a l i s t  r e f e r r a l  may f u l f i l  
a s o c i a l  purpose  i n d e p en d e n t  o f  i t s  b e a r i n g  on r a t i o n a l  
t r e a t m e n t '  ( K a e s e r  and C o o p e r , 1 9 7 1 : 3 2 4 ) .
Background and Methods  o f  i n v e s t i g a t i o n
The immedia te  backgr ound  t o  the  s t u d y  o f
n e u r o l o g i c a l  p a t i e n t s  r e p o r t e d  h e re  i s  the a p p l i c a t i o n  t o
t he  DHSS f o r  a r e s e a r c h  g r a n t  by D r .  Ant hony  H o p k i n s ,  
c o n s u l t a n t  n e u r o l o g i s t ,  S t .  B a r t h o l o m e w ' s  H o s p i t a l ,  London,  
f o r  f u n d s  t o  i n v e s t i g a t e  the e x p e c t a t i o n s  o f  p a t i e n t s  w i t h  
headache r e f e r r e d  t o  n e u r o l o g i c a l  c l i n i c s  ( H o p k i n s , 1 9 7 4 ) .
The a rgument  o u t l i n e d  in the  p r o p o s a l  was t h a t  n e u r o l o g i s t s  
have f e w e r  p r ob l ems  in r e a c h i n g  management  d e c i s i o n s  f o r  
p a t i e n t s  w i t h  c l e a r l y  d e f i n e d  d i s o r d e r s  w i t h  a b a s i s  in  
o r g a n i c  d i s e a s e  compared w i t h  p a t i e n t s  w i t h  n o n - s p e c i f i c  
symptoms,  o f  which  headache i s  the  b e s t  e xa mp l e .  Wi t h  
p a t i e n t s  p r e s e n t i n g  w i t h  he ad a c h e ,  ' t h e  c o n s u l t a n t  does not  
know what  the  p a t i e n t  e x p e c t s  o f  h i m '  ( H o p k i n s , 1 9 7 4 : 1 ) .
The purpose  o f  the p r op o s a l  was ' t o  a n a l y s e  these  
e x p e c t a t i o n s  through s o c i o l o g i c a l  t e c h n i q u e s '  on the  b a s i s  
t h a t  ' i f  e x p e c t a t i o n s  a r e  r e c o g n i s e d  t h e y  can more e a s i l y  
be s a t i s f i e d ;  t r e a t m e n t  w i l l  then be more e f f e c t i v e  and  
more e c o n o m i c a l '  ( H o p k i n s , 1 9 7 4 : 1 ) .  Some s p e c i f i c  q u e s t i o n s  
t h a t  the  p r o j e c t  was t o  a d d r e s s  were  d e t a i l e d  in the  
p r o p o s a l .  ' Does  the  p a t i e n t  e x p e c t  t o  see the c o n s u l t a n t ?
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What p a r t s  o f  the  body does the p a t i e n t  e x p e c t  t o  be 
exami ned? Does the  p a t i e n t  e x p e c t  t o  have a b l o o d  t e s t ,  a 
s k u l l  x - r a y ,  an EEG?'  ( H o p k i n s ,  1 9 7 4 : 8 - 9 ) .  A l t h o u g h  the  
p r op o s a l  was not  f r a m e d  in these  t e r m s ,  i t  m i g h t  be s a i d  
t h a t  the a ssumpt i on  b e h i n d  the p r op o s a l  was t h a t  p a t i e n t s  
h o l d  ' r o l e  e x p e c t a t i o n s '  ( s e e  c h a p t e r  1) in r e l a t i o n  t o  the  
h o s p i t a l  v i s i t .  They  hope f o r  or  e x p e c t  s p e c i f i c  a c t i o n s  
f r om the d o c t o r .  I f  t he s e  e x p e c t a t i o n s  a r e  m e t ,  the p a t i e n t  
w i l l  be s a t i s f i e d .
The p r op o s a l  a l s o  i n c l u d e d  the  i n v e s t i g a t i o n  o f  the  
r e f e r r i n g  g e n e r a l  p r a c t i t i o n e r ' s  e x p e c t a t i o n s  o f  the  
s p e c i a l i s t .  However  when the p r o j e c t  began ,  a p i l o t  
i n t e r v i e w  w i t h  a number o f  g e n er a l  p r a c t i t i o n e r s  i d e n t i f i e d  
a number o f  p r ob l ems  in e l i c i t i n g  t h e i r  e x p e c t a t i o n s .  I t  
p r o v e d  u n a v o i d a b l e  t h a t  some c o n s i d e r a b l e  t i me  e l a p s e d  
between when the  G . P .  w r o t e  h i s  r e f e r r a l  l e t t e r  and when an 
i n t e r v i e w  c o u l d  be c o n d u c t e d .  In  t h i s  p e r i o d ,  much o f  the  
d e t a i l e d  r e a s o n i n g  b e h i n d  the d e c i s i o n  t o  r e f e r  was  
f o r g o t t e n  by the G . P . .  O f t e n  a c c o u n t s  were  o f  a h i g h l y  
g e n e r a l  n a t u r e ,  w h e r e ,  f o r  exampl e ,  the G . P .  i n d i c a t e d  t h a t  
he s i m p l y  w a n t e d  some a s s i s t a n c e  in the management  o f  the  
p a t i e n t .  I n  o t h e r  c a s e s ,  the  i mp r es s i on  was g a i n e d  t h a t  
r e t r o s p e c t i v e  a c c o u n t s  o f  the  d e c i s i o n  t o  r e f e r  were  
i n f l u e n c e d  by ' r e c o n s t r u c t e d  l o g i c ' .  As a r e s u l t  i t  was  
d e c i d e d  no t  t o  c o l l e c t  a f u l l  s e r i e s  o f  G . P .  i n t e r v i e w s  and  
t o  c o n c e n t r a t e  in the  s t u d y  upon p a t i e n t s '  e x p e c t a t i o n s .
Thus the  p r e s e n t  a u t h o r ,  on t a k i n g  up the  
DHSS- funded pos t  o f  r e s e a r c h  o f f i c e r ,  a t  the D e pa r tmen t  of
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N e u r o l o g i c a l  S c i e n c e s ,  S t .  B a r t h o l o m e ws '  H o s p i t a l ,  
u n d e r t o o k  t o  d e s i g n ,  c a r r y  out  and a n a l y s e  a s t u d y  by  
i n t e r v i e w  o f  the e x p e c t a t i o n s  o f  a s p e c i a l i s t  c o n s u l t a t i o n  
h e l d  by p a t i e n t s  r e f e r r e d  t o  n e u r o l o g i s t s  f o r  h e ad a c h e .  At  
t he  b e g i n n i n g  o f  the  s t u d y  the p r ob l em of  p a t i e n t  
s a t i s f a c t i o n  was not  seen as a f o c u s  o f  i n v e s t i g a t i o n .  
However ,  as e x p e r i e n c e  was g a i n e d  o f  i n t e r v i e w i n g  p a t i e n t s ,  
i t  became i n c r e a s i n g l y  c l e a r  t h a t  p a t i e n t s  v a r i e d  i n 
r e s p o n s e  t o  t h e i r  h o s p i t a l  c o n s u l t a t i o n s  and t h a t  the  
c o n c e p t  o f  s a t i s f a c t i o n  needed t o  be examined in r e l a t i o n  
t o  such v a r i a t i o n .
The aim o f  the s t u d y  was t o  i n v e s t i g a t e  r e f e r r a l s  
t o  a w i d e  range  o f  d i f f e r e n t  h o s p i t a l s  -  t e a c h i n g  and non 
t e a c h i n g  h o s p i t a l s ;  h o s p i t a l s  in and o u t s i d e  o f  London.  I t  
was i n i t i a l l y  d e c i d e d ,  t h e r e f o r e ,  t o  approach a l l  o f  the  42  
n e u r o l o g i s t s  who h e l d  c o n s u l t a n t  c o n t r a c t s  in e i t h e r  N o r t h  
E a s t  or  N o r t h  West  Thames Re g i on a l  H e a l t h  A u t h o r i t i e s .
On l y  a smal l  number o f  p a r t i c i p a t i n g  c o n s u l t a n t s  were  
e s s e n t i a l  f o r  the s t u d y  t o  be f e a s i b l e  and u l t i m a t e l y  18 
c o n s u l t a n t s  a gr ee d  t o  p a r t i c i p a t e .  The s t u d y  sample o f  
c o n s u l t a n t s  h e l d  p o s t s  in a wi de  r a nge  o f  h o s p i t a l s ,  
i n c l u d i n g  n o n - t e a c h i n g  h o s p i t a l s  o u t s i d e  o f  London such as  
The L i s t e r  H o s p i t a l ,  S t evenage  and Queen A l e x a n d r a  
H o s p i t a l ,  H a r l o w;  non t e a c h i n g  h o s p i t a l s  in o u t e r  London 
such as Chase Farm H o s p i t a l ,  E n f i e l d  and London t e a c h i n g  
h o s p i t a l s  such as C h a r i n g  Cross  and M i d d l e s e x  H o s p i t a l .
The c r i t e r i a  f o r  i n c l u s i o n  in the s t u d y  were  any  
p a t i e n t  who ( 1 )  was a new r e f e r r a l  f o r  headache as a
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p r e d o m i n a n t  symptom r a t h e r  than a ' f o l l o w  u p ' ,  <2)  was aged  
16 y e a r s  or  o v e r ,  and ( 3 )  was not  s u s p e c t e d ,  a f t e r  
i n v e s t i g a t i o n ,  o f  h a v i n g  a s e r i o u s  space o c c u p y i n g  l e s i o n  
( i . e .  a t umour ) .
To o b t a i n  s u i t a b l e  p a t i e n t s ,  the c l e r i c a l  s t a f f  o f  
e l e v e n  h o s p i t a l s  were  r e g u l a r l y  c o n t a c t e d .  They  i n s p e c t e d  
r e f e r r a l  l e t t e r s  f o r  p a t i e n t s  who met the f i r s t  two o f  our  
t h r e e  c r i t e r i a  and i n f o r m e d  us o f  the a p p o i n t m e n t  t i m e s  o f  
s u i t a b l e  p a t i e n t s .  An i n t e r v i e w e r  then a t t e n d e d  the  
a p p r o p r i a t e  c l i n i c  on the  day and t i me o f  the p a t i e n t ' s  
a p p o i n t m e n t  and ask e d  the  p a t i e n t  t o  p a r t i c i p a t e  in a b r i e f  
i n t e r v i e w  b e f o r e  s e e i n g  the  h o s p i t a l  d o c t o r .  O n l y  4 ou t  o f  
115 p a t i e n t s ,  t hus  a p p r o a c h e d ,  d i d  not  agree  t o  
p a r t i c i p a t e .  No i n f o r m a t i o n  was c o l l e c t e d  about  
n o n - p a r t i c i p a n t s .  A f t e r  t h i s  b r i e f  i n i t i a l  i n t e r v i e w ,  
p a t i e n t s  then saw the  h o s p i t a l  d o c t o r .  P a t i e n t s  were  then  
c o n t a c t e d  t o  a r r a n g e  a f u r t h e r  r e s e a r c h  i n t e r v i e w ,  t h r e e  t o  
f o u r  weeks l a t e r  or  a s i m i l a r  p e r i o d  a f t e r  any f o l l o w  up 
v i s i t  t h a t  was n e c e s s a r y  f o r  the  management o f  t h e i r  
h e ad ac he s .  T h i s  second i n t e r v i e w  was c onduc t ed  in the  
p a t  i e n t ' s  home.
I n i t i a l l y  111 p a t i e n t s  who met  the f i r s t  two  
c r i t e r i a  f o r  i n c l u s i o n  in the  s t u d y  were c o n t a c t e d  and  
b r i e f l y  i n t e r v i e w e d  b e f o r e  t h e i r  h o s p i t a l  c o n s u l t a t i o n .
Two p a t i e n t s  were  e x c l u d e d  frcxn f u r t h e r  i n v e s t i g a t i o n  
because t h e i r  n e u r o l o g i c a l  i n v e s t i g a t i o n  had r e s u l t e d  in  
s u s p i c i o n  o f  a s p a c e - o c c u p y i n g  l e s i o n ,  a l t h o u g h  f u r t h e r  
i n v e s t i g a t i o n s  d i d  no t  c o n f i r m  the c l i n i c i a n ' s  s u s p i c i o n s .
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Thus 109 p a t i e n t s  were  i n t e r v i e w e d  b e f o r e  s e e i n g  the  
c o n s u l t a n t .  Of t h i s  group 102 p a t i e n t s  were  s u b s e q u e n t l y  
c o n t a c t e d ,  o f  whom seven were  u n w i l l i n g  t o  p a r t i c i p a t e  in a 
f u r t h e r  i n t e r v i e w .  Thus the  second ( m a i n )  i n t e r v i e w ,  
c o n d u c t e d  a t  home a f t e r  the  h o s p i t a l  v i s i t ,  was c o m p l e t e d  
w i t h  95 (87%)  o f  the  o r i g i n a l  109 p a t i e n t s .  The p a t i e n t s  
who were  no t  i n t e r v i e w e d  on the  second o c c a s i o n  d i d  not  
d i f f e r  f r om those s u c c e s s f u l l y  i n t e r v i e w e d  in te rms o f  any  
i n f o r m a t i o n  t h a t  was a v a i l a b l e ,  on g e n d e r ,  age or  p a t t e r n  
o f  symptoms and d i a g n o s i s .  S i x t y  e i g h t  per  c e n t  o f  the  
sample were  o b t a i n e d  f r om the  n e u r o l o g i c a l  c l i n i c s  o f  
London t e a c h i n g  h o s p i t a l s  and 32% were  o b t a i n e d  f rom London 
g e n e r a l  h o s p i t a l s  o r  f r om h o s p i t a l s  o u t s i d e  o f  London.  As 
a r e s u l t ,  the g e o g r a p h i c a l  s p r e a d  o f  p a t i e n t s '  homes was 
c o n s i d e r a b l e .  I n  a d d i t i o n  t o  the  p a t i e n t s  l i v i n g  in p a r t s  
o f  C e n t r a l  and G r e a t e r  London t h e r e  were  o t h e r s  l i v i n g  as  
f a r  away as in S t e ve na ge  and H i t c h i n  in N o r t h  West  Thames  
R . H . A .  and in Sout hend in N o r t h  East  Thames R . H . A . .
I n t e r v i e w s
The f i r s t  i n t e r v i e w  took p l a c e  a t  h o s p i t a l  b e f o r e  
the  p a t i e n t  saw the  d o c t o r .  S t a n d a r d i s e d  d a t a  were  
c o l l e c t e d  w i t h  r e g a r d  t o  the  p a t i e n t ' s  p r e s e n t i n g  headaches  
in t e r ms  o f  the l o c a t i o n ,  t y p i c a l  d u r a t i o n ,  f r e q u e n c y  and  
c h a r a c t e r  o f  p a i n ,  a s s o c i a t e d  symptoms such as p h o t o p h o b i a  
and n a u s e a .  I n  a d d i t i o n ,  p a t i e n t s  were  asked  f o r  any v ie w s  
t h e y  had about  the n a t u r e  and causes  o f  t h e i r  headaches  and
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p a r t i c u l a r  c o n c e r n s  or  w o r r i e s  t h e y  had in r e l a t i o n  t o  
t h e i r  symptoms.  F i n a l l y  p a t i e n t s  were  asked  a bout  t h e i r  
e x p e c t a t i o n s  o f  the  h o s p i t a l  v i s i t  t o  the n e u r o l o g i s t .
The second i n t e r v i e w ,  a t  home a f t e r  the  h o s p i t a l  v i s i t ,  
l a s t e d  much l o n g e r  ( t y p i c a l l y  one and a h a l f  h o u r s ) .  I n  
t h i s  i n t e r v i e w  a more d e t a i l e d  a c c o u n t  was o b t a i n e d  o f  the  
impact  t h a t  h e ad a c h e s  had upon t he  p a t i e n t ' s  l i f e  in t e r ms  
of  d i s a b i l i t y .  I n f o r m a t i o n  was o b t a i n e d  on the  h i s t o r y  o f  
the p a t i e n t ' s  h e a d a c h e s .  The p a t i e n t ' s  p e r c e p t i o n s  o f  the  
n a t u r e  and q u a l i t y  o f  p r i o r  m e d i c a l  and non m e d i ca l  
t r e a t m e n t  o f  symptoms was o b t a i n e d .  As f u l l  an a cc o u n t  as  
p o s s i b l e  was o b t a i n e d  o f  the c i r c u m s t a n c e s  s u r r o u n d i n g  the  
d e c i s i o n  by t he  g e n e r a l  p r a c t i t i o n e r  t o  r e f e r  the  p a t i e n t  
to  the h o s p i t a l .  I n  p a r t i c u l a r  d e t a i l e d  i n f o r m a t i o n  was  
o b t a i n e d  on the  s t a t e  o f  symptoms,  t he  a d v i c e  and p e r c e i v e d  
v ie w s  o f  o t h e r  p e o p l e  in the  i n d i v i d u a l ' s  s o c i a l  n e tw o r k  
and the r e l e v a n t  g e n e r a l  p r a c t i c e  c o n s u l t a t i o n .  T h i s  
s e c t i o n  f o c u s e d  on a t h r e e  month p e r i o d  p r i o r  t o  the t i me  
t h a t  the  d e c i s i o n  t o  r e f e r  was t a k en  by the  g e n e r a l  
p r a c t i t i o n e r .  The l a s t  main s e c t i o n  o f  the  i n t e r v i e w  
c ov e r e d  the  v i s i t  t o  the  n e u r o l o g i s t .  P a t i e n t s  were  a sked  
to g i v e  as d e t a i l e d  a d e s c r i p t i o n  as p o s s i b l e  o f  the  
v i s i t ( s )  t o  t he  n e u r o l o g i s t ,  t h e i r  r e a c t i o n s  t o  the  v i s i t  
and the p e r c e i v e d  b e n e f i t s  o f  the  r e f e r r a l .  As p a t i e n t s  
were r a r e l y  seen l o n g e r  than t h r e e  t o  f o u r  weeks a f t e r  the  
v i s i t ,  i t  was n o t  e x p e c t e d  t h a t  many p a t i e n t s '  symptoms  
c ou l d  have c h a n g ed ,  and in most  c a s e s  a l o n g e r  p e r i o d  o f  
t ime wo u l d  have been n e c e s s a r y  f o r  t he  changes  in a c h r o n i c  
r e c u r r e n t  p r o b l e m  t o  be r e a s o n a b l y  a ss e ss e d  by p a t i e n t s .
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Thus d e t a i l e d  a c c o u n t s  o f  symptom change were  n o t  o b t a i n e d  
a t  t h i s  p o i n t .  I t  seemed t h a t  our  a s s um pt i o n s  were  
a c c u r a t e  in t h a t  p a t i e n t s  had no t  g e n e r a l l y  e x p e c t e d  
d r a m a t i c  changes  a t  t h i s  p o i n t .  T h i s  c o i n c i d e s  w i t h  the  
p r i m a r y  o b j e c t i v e  o f  i n t e r v i e w i n g  a t  a t ime so c l o s e  t o  the  
h o s p i t a l  v i s i t ,  namel y  t o  o b t a i n  p a t i e n t s '  e v a l u a t i o n s  o f  
the r e f e r r a l  i t s e l f ,  as f a r  as  p o s s i b l e  u n i n f l u e n c e d  by  
changes in symptoms t h a t  w o u l d  c o n c e i v a b l y  i n f l u e n c e  such  
e v a l u a t i o n s .
The second i n t e r v i e w  was a l s o  used t o  o b t a i n  a 
s t a n d a r d i s e d  h i s t o r y  o f  r e c e n t  p s c h i a t r i c  symptoms by u s i n g  
the P r e s e n t  S t a t e  E x a m i n a t i o n  ( P S E ) ,  an i n s t r u m e n t  
d e v e l o p e d  by Wing and c o l l e a g u e s  ( 1 9 7 4 ) .  A s s i s t a n c e  in the  
use o f  t h i s  c l i n i c a l  t ype  i n t e r v i e w  was p r o v i d e d  by D r .  
E l a i n e  M u r ph y ,  a p s y c h i a t r i s t  then w o r k i n g  a t  B e d f o r d  
C o l l e g e ,  S o c i a l  Re s ea r ch  U n i t ,  who d i s c u s s e d  methods  o f  
e l i c i t i n g  and r a t i n g  symptoms in the  headache sample  and  
p r o v i d e d  a n c h o r i n g  e x a mp l es  o f  t ape  r e c o r d e d  cas e s  used in 
t r a i n i n g  f o r  the  PSE t o  e n a b l e  some Judgements t o  be made 
of  the d e g r ee  o f  p s y c h i a t r i c  m o r b i d i t y  p r e s e n t .
Both i n t e r v i e w s  were  ' non  s c h e du l e  s t a n d a r d i s e d '  
i n t e r v i e w s  ( R i c h a r d s o n  e t  a l . , 1 9 6 5 ;  Brown and R u t t e r , 1 966 )  
and were  t ape  r e c o r d e d .  E s s e n t i a l l y  two k i n d s  o f  
i n f o r m a t i o n  were  t o  be o b t a i n e d  f r om p a t i e n t s .  On the  one 
hand the  s t u d y  was c o n c e r n e d  w i t h  ' o b j e c t i v e '  i n f o r m a t i o n  
such as the  number o f  h e ad a c h e s  p a t i e n t s  had e x p e r i e n c e d  or  
the f r e q u e n c y  o f  t h e i r  c o n t a c t  w i t h  d o c t o r s .  On t he  o t h e r  
hand c e r t a i n  f o c a l  a s p e c t s  o f  the  s t u d y  were  c o n c e r n e d  w i t h
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f e e l i n g s  or  ' s u b j e c t i v e '  a s p e c t s  o f  p a t i e n t s '  e x p e r i e n c e s ,  
f o r  example  w o r r i e s  and f e a r s  in r e l a t i o n  t o  t h e i r  symptoms  
or f e e l i n g s  o f  d i s a p p o i n t m e n t  or  s a t i s f a c t i o n  w i t h  t h e i r  
h o s p i t a l  v i s i t .  Brown and R u t t e r  make a u s e f u l  d i s t i n c t i o n  
between two k i n d s  o f  s u b j e c t i v e  m a t e r i a l :
( 1 )  S e l f  r e p o r t s  o f  f e e l i n g s  ( ' I  g e t  t e r r i b l y  on edge when 
h e ' s  a r o u n d ' )
( 2 )  A c t u a l  e x p r e s s i o n s  o f  p o s i t i v e  or  n e g a t i v e  f e e l i n g ,  
c o n s i d e r i n g  t he  wo r ds  u s e d ,  tone o f  v o i c e ,  g e s t u r e ,  f a c i a l  
e x p r e s s i o n  and the  l i k e .  ( Brown and R u t t e r ,  1 9 6 6 : 3 ) .
Both s o u r c e s  o f  ' s u b j e c t i v e '  m a t e r i a l  were  used in 
t h i s  s t u d y .  H o w e v e r , e s p e c i a l l y  in the s e c t i o n s  o f  the  
i n t e r v i e w  in w h i ch  p a t i e n t s  d e s c r i b e d  t h e i r  e x p e r i e n c e s  a t  
the h o s p i t a l ,  the  second  s ou r ce  -  the  d i r e c t  e x p r e s s i o n  o f  
f e e l i n g s  t h r o u g h  t one  o f  v o i c e  or  o t h e r  f o r m s  o f  ' non  
v e r b a l  l e a k a g e '  o f  e mo t i o n  (Ekman and F r i e s e n , 1 9 6 9 )  -  
proved p a r t i c u l a r l y  i m p o r t a n t .  A c r i t i c a l ,  h o s t i l e  or  
d i s s a t i s f i e d  tone  o r  i nde ed  a warm and p o s i t i v e  tone  were  
o f t e n  i m p o r t a n t  i n d i c a t o r s  o f  the v i e w s  o f  p a t i e n t s  about  
t h e i r  r e f e r r a l s  where  d i r e c t  q u e s t i o n s  about  t h e i r  v i e w s  
would produce  more n e u t r a l  a t t i t u d i n a l  m a t e r i a l .  As s h a l l  
be shown in t he  r e s u l t s ,  the  need t o  e x p r e s s  g r a t i t u d e  and  
a p p r e c i a t i o n  f o r  m e d i c a l  c a r e  r e c e i v e d ,  a p p e a r s  s t r o n g .  As  
a r e s u l t ,  d i r e c t  q u e s t i o n s  ab o u t  s a t i s f a c t i o n  may produce  
b l a n d l y  n e u t r a l  w h i l e  a p p a r e n t l y  p o s i t i v e  r e p l i e s .  On the  
o t h e r  hand ,  p a t i e n t s  may e l s e w h e r e  in the c ou r se  o f  
d e s c r i b i n g  t h e i r  c o n s u l t a t i o n s  s p o n t a n e o u s l y  e x p r e s s  more  
s t r o n g l y  p o s i t i v e  o r  n e g a t i v e  f e e l i n g s .
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Thus f o r  b o t h  ' o b j e c t i v e '  and ' s u b j e c t i v e '  m a t e r i a l  
the e mphas i s  in the  i n t e r v i e w s  was upon e n c o u r a g i n g  
p a t i e n t s  t o  d e s c r i b e  t h e i r  e x p e r i e n c e s  in d e t a i l .  The  
adva n t a g e  o f  the  non s c h e d u l e  s t a n d a r d i s e d  i n t e r v i e w  i s  
t h a t  the  i n t e r v i e w e r  has an agenda o f  i s s u e s  t o  c ov e r  b u t  
i s  not  c o n s t r a i n e d  by s p e c i f i c a l l y  worded q u e s t i o n n a i r e s  
and w h e r e v e r  p o s s i b l e  f a c i l i t a t e s  the  r e s p o n d e n t  t o  
d e s c r i b e  t h i n g s  in h i s  or  he r  own t e r m s .  The p r i n c i p l e s  o f  
such i n t e r v i e w i n g ,  such as the  d e m o n s t r a t i o n  o f  i n t e r e s t  t o  
f a c i l i t a t e  d e t a i l e d  r e p o r t i n g  and the  use o f  n e u t r a l  p r o b e s  
( ' How do you f e e l  a bo u t  t h i s ? ' ) ,  w e r e ,  as  f a r  as  p o s s i b l e ,  
f o i l  owed.
Much o f  the  m a t e r i a l  g a t h e r e d  by the  i n t e r v i e w s  
c o u l d  be coded up f a i r l y  d i r e c t l y .  However some c e n t r a l  
v a r i a b l e s  such as ' s a t i s f a c t i o n '  r e q u i r e d  the d e ve l o p m e nt  
of  r a t i n g  s c a l e s  and o f  a n c h o r i n g  d e s c r i p t i o n s  f o r  the  
d i f f e r e n t  v a l u e s  or  p o i n t s  o f  such s c a l e s .  Given t h a t  
such s c a l e s  a r e  so p i v o t a l  t o  the  s t u d y ,  t h e i r  d e s c r i p t i o n  
i s  l e f t  u n t i l  the a p p r o p r i a t e  p o i n t  in the t e x t  where  t he  
concept  i s  i n t r o d u c e d .
The i n t e r v i e w  s c h e d u l e s  were  d e v e l o p e d  by the  
a u t h o r  o v er  a n i n e  month p e r i o d  in wh i ch  d i f f e r e n t  f o r m s  o f  
q u e s t i o n i n g  were  t r i e d  out  on p a t i e n t s  f rom S t .
Bar tho lomews H o s p i t a l  and frcxn the  L i s t e r  H o s p i t a l ,
Stevenage  who a t t e n d e d  n e u r o l o g i c a l  c l i n i c s  and were  
w i l l i n g  t o  p a r t i c i p a t e .  When the  i n t e r v i e w  s c h e d u l e s  wer e  
c o m p l e t e d ,  t he  second i n t e r v i e w e r  ( O. H-W)  a l s o  c o n d u c t e d  
t r a i n i n g  i n t e r v i e w s  wh i ch  were  t ape  r e c o r d e d  and
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s u b s e q u e n t l y  d i s c u s s e d  w i t h  the  a u t h o r .  I n  the  d e ve l o p m e nt  
phase ,  in a d d i t i o n  t o  d i s c u s s i n g  in an e x p l o r a t o r y  way 
p a t i e n t s '  e x p e r i e n c e s  a t  t he  two c l i n i c s  c i t e d ,  a s e r i e s  o f  
t h i r t y  p a t i e n t s  were  i n t e r v i e w e d  a t  The P r i n c e s s  M a r g a r e t  
C l i n i c  f o r  M i g r a i n e  in o r d e r  t o  produce  the f i n a l  s t u d y  
i n t e r v i e w s .  U n e x p e c t e d l y ,  one p a t i e n t  a t t e n d i n g  the c l i n i c  
s p o n t a n e o u s l y  v o l u n t e e r e d  t o  ask some f r i e n d s  t o  g a t h e r  a t  
her  home f o r  the  b e n e f i t  o f  the  a u t h o r  to  d i s c u s s  the  
pr ob l ems  o f  m i g r a i n e  t h a t  t h e y  s h a r e d  in common. Seven  
women met and f o r  some two h o u r s  s p o n t a n e o u s l y  d i s c u s s e d  
the t o p i c .  They  had h a p p i l y  a g r e e d  t o  have t h e i r  
d i s c u s s i o n s  t ape  r e c o r d e d  and the  r e s u l t i n g  m a t e r i a l  
p r o v i d e d  a f u r t h e r  s ou r c e  o f  i n f o r m a t i o n  f r om whi ch  t o  
de ve l op  the r e s e a r c h  i n t e r v i e w s .  The a u t h o r  a l s o  s a t  in on 
the n e u r o l o g i c a l  c l i n i c s  o f  s e v e r a l  d i f f e r e n t  n e u r o l o g i c a l  
c o n s u l t a n t s  t o  o b s e r v e  the  t y p i c a l  p a t t e r n  o f  such 
c o n s u l t a t i o n s ,  in o r d e r  t o  d e v e l o p  a p p r o p r i a t e  q u e s t i o n s  or  
probes  t o  f a c i l i t a t e  p a t i e n t s '  r e p o r t i n g  o f  t h e i r  
e n c o u n t e r s .  I n  a d d i t i o n  a p e r i o d  o f  two weeks was s p e n t  in  
a h e a l t h  c e n t r e  in A s h f o r d ,  M i d d l e s e x ,  as a g u e s t  o f  a 
s e n i o r  p a r t n e r ,  D r .  Adams.  T h i s  was an o p p o r t u n i t y  t o  
observe  the c o n s u l t i n g  s t y l e s  o f  s i x  d i f f e r e n t  g e n e r a l  
p r a c t i o n e r s  and t o  d i s c u s s  i n f o r m a l l y  h y p o t h e t i c a l  
q u e s t i o n s  in r e l a t i o n  t o  how g e n e r a l  p r a c t i t i o n e r s  manage  
c h r o n i c  headache  s u f f e r e r s ,  and the  c i r c u m s t a n c e s  under  
which s p e c i a l i s t  a d v i c e  i s  s o u g h t .  Thus a v a r i e t y  o f  
sour ces  were  used t o  i n f o r m  the  d eve l opment  o f  i n t e r v i e w s .
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The sample
The m a j o r i t y  o f  the sample o f  p a t i e n t s  i n t e r v i e w e d  
a t  h o s p i t a l  a bout  t h e i r  e x p e c t a t i o n s  (69%) were  women. The  
sample was q u i t e  young (mean a g e = 3 7 ) .  The m a j o r i t y  o f  the  
sample (70%)  were  m a r r i e d .  D a t a  was c o l l e c t e d  and coded in  
terms o f  the  36 c a t e g o r y  Hope -  G o l d t h o r p e  O c c u p a t i o n a l  
s c a l e  ( G o l d t h o r p e  and H o p e , 1 9 7 4 ) .  The s e v e n f o l d  schema o f  
c l a s s  p o s i t i o n s  w h i c h  i s  based on the  s c a l e  ( G o l d t h o r p e  and  
L l e w e l l y n , 1977 )  was then used .  One f u r t h e r  t r a n s f o r m a t i o n  
was made f o r  the  p u r p o s e s  o f  some a n a l y s e s :  a t h r e e  f o l d  
d i s t i n c t i o n  was empl o yed  ( G o l d t h o r p e  and P a y n e , 1 9 8 6 )  
between s e r v i c e  c l a s s  ( 1 , 2 )  i n t e r m e d i a t e  c l a s s  ( 3 , 4 , 5 )  and  
w o r k i n g  c l a s s  ( 6 , 7 ) .  The r e s u l t i n g  d i s t r i b u t i o n  o f  the  
sample was as f o l l o w s :  s e r v i c e  c l a s s  -  39%; i n t e r m e d i a t e  
c l a s s  -  31% and w o r k i n g  c l a s s  30%.
D i a g n o s t i c  i n f o r m a t i o n  f rom the  n e u r o l o g i s t  was  
a v a i l a b l e  f o r  a l l  b u t  one o f  the  109 p a t i e n t s  i n t e r v i e w e d  
b e f o r e  s e e i n g  t h e i r  c o n s u l t a t i o n  w i t h  the s p e c i a l i s t .
F i f t y  f o u r  p e r  c e n t  o f  p a t i e n t s  were  d i a g n o s e d  as h a v i n g  
m i g r a i n e .  The n e x t  most  common d i a g n o s t i c  c a t e g o r y  was  
t e n s i o n  h e a d a c h e ,  d i a g n o s e d  in 32% o f  p a t i e n t s .  S i x  p e r  
cent  o f  p a t i e n t s  were  d i a g n o s e d  as h a v i n g  a c o m b i n a t i o n  o f  
m i g r a i n e  and t e n s i o n  h e ad a c h e .  F i n a l l y ,  8% o f  p a t i e n t s  
f a l l  i n t o  a m i s c e l l a n e o u s  c a t e g o r y  o f  d i a g n o s e s ,  f o r  
exampl e ,  m i g r a i n o u s  n e u r a l g i a  and ' p o s t  i n f l u e n z a  
h e a d a c h e ' .  O t h e r  s t u d i e s  o f  p a t i e n t s  a t t e n d i n g  c l i n i c s  f o r  
headache ( F r i e d m a n  e t  a l . ,  1954 ;  D i e h r  e t  a l . , 1 9 8 1 )  
i n d i c a t e  t h a t  t he  v a s t  m a j o r i t y  o f  such p a t i e n t s  r e c e i v e
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one o f  t he  two d i a g n o s e s  o f  t e n s i o n  headache  and m i g r a i n e .
I t  may be n o t e d  t h a t  the  d i a g n o s i s  o f  m i g r a i n e  as d e f i n e d  
by the  Ad Hoc Commi t t ee  on C l a s s i f i c a t i o n  o f  Headaches  
( 1 9 6 2 )  r e q u i r e s  t he  p r e s e n c e  t o g e t h e r  o f  u n i l a t e r a l  (one  
s i d e d )  d i s t i b u t i o n  o f  h e ad a c h e ,  a u r a  ( d i s t u r b a n c e s  o f  
v i s i o n  and o t h e r  s i m i l a r  ' w a r n i n g s '  or  p rodromal  
p r eh ea d a ch e  phenomena)  and nausea  or  s i c k n e s s .  On l y  21 o f  
the 58 p a t i e n t s  d i a g n o s e d  by the n e u r o l o g i s t s  as h a v i n g  
m i g r a i n e  met  t h i s  c r i t e r i o n .  S ev e n t e e n  o f  the  m i g r a i n e  
p a t i e n t s  had o n l y  one or  in some i n s t a n c e s  none o f  the  
c l a s s i c a l  symptoms.  However  the  d e f i n i t i o n  and d i a g n o s i s  
of  m i g r a i n e  in o t h e r  than c l a s s i c  t y p i c a l  c a s e s  i s  
p r o b l e m a t i c  and i t  has  been s u g g e s t e d  r e c e n t l y  t h a t  the  
c o n v e n t i o n a l  d i s t i n c t i o n  between m i g r a i n e  and t e n s i o n  
headache i s  open t o  c h a l l e n g e  ( Z i e g l e r  e t  a l .  1972 )  and  
i ndeed t h i s  r a n g e  o f  headache  phenomena may be b e s t  
e x p l a i n e d  as a c o n t i n u u m  in r e l a t i o n  t o  a s i n g l e  u n d e r l y i n g  
d i s o r d e r  ( R a s k i n  and A p p e n z e l 1 e r , 1 9 8 0 ) ,  in wh i ch  the  
s ympt omat i c  v a r i a t i o n  i s  p r i m a r i l y  a r e f l e c t i o n  o f  the  
s e v e r i t y  o f  e p i s o d e s  (Kaganov e t  a l . , 1 9 8 1 ) .  T h u s ,  as  
d i s c r i m i n a n t  f u n c t i o n  a n a l y s e s  o f  l a r g e r  sampl es  o f  
headache s u f f e r e r s  in n e u r o l o g i c a l  c l i n i c s  have f a i l e d  t o  
c o n f i r m  t he  c o n v e n t i o n a l  d i a g n o s t i c  c a t e g o r i e s  o f  n e u r o l o g y  
(Drummond and L a n c e , 1 9 8 4 ) ,  i t  i s  not  s u p r i s i n g  t h a t  many 
p a t i e n t s  in t h i s  sample  r e c e i v e d  d i a g n o s e s  t h a t  d e p a r t  f r o m  
s t r i c t  c 1 a s s i f i c a t o r y  p r i n c i p l e s .
I n f o r m a t i o n  was a l s o  g a t h e r e d  a bo u t  the  s e v e r i t y  o f  
p a t i e n t s '  h e ad a c h e s  in t e rms  o f  the  f r e q u e n c y  and t y p i c a l  
l e n g t h  o f  p a t i e n t s '  e p i s o d e s .  These  two c h a r a c t e r i s t i c s  in
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p a r t i c u l a r  p e r m i t  c o m p a r i s on  w i t h  o t h e r  sampl es  and in  
T a b l e  1 and T a b l e  2 the  headache  c l i n i c  sample i s  compared  
w i t h  t he  s e v e r i t y  o f  h e ad a c h e s  r e p o r t e d  by headache  
s u f f e r e r s  in a communi ty  sample  ( W a t e r s , 1 9 7 3 ) .  I t  i s  c l e a r  
t h a t  t he  r e f e r r e d  c l i n i c  sample  r e p o r t s  more f r e q u e n t  and  
l o n g e r  l a s t i n g  h e ad a c h e s  than a r e  t y p i c a l l y  e x p e r i e n c e d  In 
the communi ty  s a m p l e .  F o r t y  p e r  c e n t  o f  the  c l i n i c  sample  
r e p o r t  h e ad a c h e s  t h a t  o c cu r  t w i c e  a week or  more  
f r e q u e n t l y ,  w h e r e a s  o n l y  15% o f  the  communi ty  sample  r e p o r t  
such f r e q u e n t  e p i s o d e s .  S i m i l a r l y  30% of  the  c l i n i c  sample  
r e p o r t  h e ad a c h e s  t h a t  t y p i c a l l y  l a s t  one day or  l o n g e r ,  
w h e r e a s  o n l y  12% o f  r e s p o n d e n t s  r e p o r t  such l o n g  l a s t i n g  
h e ad a c h e s .  I t  I s  a l s o  n o t i c e a b l e  t h a t  many p a t i e n t s  in t he  
c l i n i c  sample  r e p o r t  he ad a c h e s  wh i ch  a r e  not  p a r t i c u l a r l y  
f r e q u e n t  o r  l o n g  l a s t i n g  when compared to  the  communi t y  
sampl e .  The sample  i s  q u i t e  h e t e r o g e n e o u s  in t h i s  r e s p e c t .
The c l i n i c  sample  o f  headache  s u f f e r e r s  may a l s o  be 
compared w i t h  a n o t h e r ,  l a r g e r  s e r i e s  o f  p a t i e n t s  w i t h  
m i g r a i n e  and t e n s i o n  headache  a t t e n d i n g  a n e u r o l o g i c a l  
c l i n i c .  S e l b y  and Lance ( 1 9 6 0 )  r e p o r t  on 500 c a s e s  in 
t h e i r  c l i n i c  and f i n d  t h a t  two t h i r d s  o f  t h e i r  sample  
r e p o r t  he ad a c h e s  f o u r  t i m e s  a month or  l e s s  f r e q u e n t l y  
which i s  v e r y  s i m i l a r  t o  t he  p r o p o r t i o n  (60%)  in t h i s  
s t u d y .  The t y p i c a l  l e n g t h  o f  p a t i e n t s '  headache  e p i s o d e s  
can be more d i r e c t l y  compared be tween the two s e r i e s  o f  
p a t i e n t s .  S e l b y  and Lance r e p o r t  the  f o l l o w i n g  
d i s t r i b u t i o n  o f  p a t i e n t s '  d u r a t i o n  o f  headaches  ( w i t h  the  
d i s t r i b u t i o n  o f  the  c u r r e n t  sample in b r a c k e t s  f o r
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c o m p a r i s o n ) :
( 1 )  Less  than 4 h o u r s  -  27% (29%)
( 2 )  4 t o  24 h o u r s  -  40% < 40%)
( 3 )  More than 24 h o u r s  -  33% (30%)
Thus  on b o t h  d i m e n s i o n s  in wh i ch  c o m p a r i s o n s  can be 
made,  the  two s am p l es  a r e  q u i t e  s i m i l a r .
The number o f  y e a r s  o f  headache  s u f f e r i n g  o f  t h i s  
sample i s  compared w i t h  a s e r i e s  o f  100 n e u r o l o g i c a l  
p a t i e n t s  w i t h  headache  r e p o r t e d  by P a c k a r d  ( 1 9 7 9 )  in T a b l e  
3 .  I t  i s  a g a i n  a p p a r e n t  t h a t  the  two sampl es  a r e  v e r y  
s i m i l a r  in the  d i s t r i b u t i o n  o f  r e s p o n d e n t s .  A s i g n i f i c a n t  
m i n o r i t y  o f  bot h  g r o u p s  o f  p a t i e n t s  have s u f f e r e d  f r o m  
t h e i r  h eadaches  f o r  l e s s  than one y e a r .  On t he  o t h e r  hand a 
m i n o r i t y  o f  p a t i e n t s ,  o f  s i m i l a r  s i z e  in b o t h  sampl es  have  
s u f f e r e d  f r om t h e i r  he ad a c h e s  f o r  more than t w e n t y  y e a r s .  
Thus w i t h  r e g a r d  t o  e v i d e n c e  o f  the  f r e q u e n c y  and t y p i c a l  
d u r a t i o n  o f  headache  e p i s o d e s  and the  number o f  y e a r s  
p a t i e n t s  have s u f f e r e d  h e ad a c h e s ,  p a t i e n t s  in t h i s  s t u d y  
are  q u i t e  s i m i l a r  t o  those  r e p o r t e d  in o t h e r  s u r v e y s  o f  
n e u r o l o g i c a l  c l i n i c s .
The r e s u l t s  o f  the PSE i n t e r v i e w  were  coded in two 
ways.  F i r s t l y  p a t i e n t s  were  g r oupe d  a c c o r d i n g  t o  the  
number o f  symptoms p o s i t i v e l y  s c o r e d  in t he  PSE.  Wing e t  
a l . ,  ( 1 9 7 8 )  i n d i c a t e  t h a t  a s c o r e  o f  11 or  more i s  f o u n d  in 
92% of  p s y c h i a t r i c  p a t i e n t  sampl es  b u t  In o n l y  13% o f  a 
g e n er a l  p o p u l a t i o n  s a m p l e .  I t  can t h u s  be used as a c u t  
o f f  s cor e  f o r  an o p e r a t i o n a l  d e f i n i t i o n  o f  ' c a s e n e s s ' .
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A n o t h e r  l o w er  c u t  o f f  p o i n t  was a l s o  used o f  6 or  more  
p o s i t i v e  s c o r e d  i t e m s .  T h i s  p r od u c e d  t h r e e  bands o f  
s c o r e s :  ( 1 )  0 - 5  ( 2 )  6 -  10 and ( 3 )  11 or  more symptoms.
The second use o f  the PSE i n f o r m a t i o n  was t o  make r a t i n g s  
of  the s e v e r i t y  o f  p s y c h i a t r i c  symptoms on the  b a s i s  o f  t he  
i n t e r v i e w  as a w h o l e ,  in the l i g h t  o f  a n c h o r i n g  case  
examples  p r o v i d e d  by D r .  Mur phy .  A g a i n  t h r e e  bands o f  
r a t i n g s  were  used t o  c l a s s i f y  p a t i e n t s :  ( 1 )  Normal  ( 2 )  M i l d  
and ( 3 )  M o d e r a t e  t o  S e v e r e .  The two a p p r o a c h e s  p r od u c e d  
s i m i l a r  r e s u l t s ,  as can be seen in T a b l e  4 .  I n d e e d  o f  the  
95 p a t i e n t s  w i t h  whom the  PSE was c o n d u c t e d ,  80 were  p l a c e d  
in the same r e l a t i v e  p o s i t i o n  on bo t h  i n s t r u m e n t s .  For  t h i s  
s t u d y ,  the main f o c u s  i s  l e s s  t he  q u e s t i o n  o f  ' c a s e n e s s '  in 
r e l a t i o n  t o  p a t i e n t s  and more the  e x t e n t  t o  wh i ch  the  
pr esence  o f  some s i g n i f i c a n t  p s y c h o l o g i c a l  d i s t r e s s  
i n f l u e n c e s  s a t i s f a c t i o n .  For  s u b s e qu e nt  a n a l y s e s  whi ch  
c o n s i d e r  t h a t  q u e s t i o n ,  ' N o r m a l '  p a t i e n t s  a r e  compared w i t h  
a combined group o f  ' M i l d '  and ' M o d e r a t e  t o  S e v e r e '  
p a t i e n t s  -  h e n c e f o r t h  t e r med ' p a t i e n t s  w i t h  s i g n i f i c a n t  
p s y c h i a t r i c  s ympt oms ' .
Summary
A l t h o u g h  p a t i e n t s  o f t e n  seek g e n e r a l  p r a c t i t i o n e r s '  
he l p  f o r  t h e i r  h e a d a c h e s ,  the m a j o r i t y  o f  e p i s o d e s  a re  
managed by the  s u f f e r e r s  t h e m s e l v e s .  I t  i s  p a r t i c u l a r l y  
unusual  f o r  f u r t h e r ,  s p e c i a l i s t  h e l p  t o  be s o u g h t .  The  
i n d i c a t i o n s  f o r  such r e f e r r a l s  a r e  by no means c l e a r  
a l t h o u g h  n e u r o l o g i s t s  a r e  i n c r e a s i n g l y  p r o v i d i n g  s p e c i a l i s t  
a dv i ce  i n ,  f o r  e x a m p l e ,  the  management  o f  m i g r a i n e .  A
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r e v i e w  o f  e v i d e n c e  r e l a t i n g  t o  i l l n e s s  b e h a v i o u r  and  
headache s u g g e s t e d  t h a t ,  w h i l s t  s o c i a l  f a c t o r s  such as  
s o c i a l  c l a s s  may p l a y  a r o l e  in i n f l u e n c i n g  p a t t e r n s  o f  
i l l n e s s  b e h a v i o u r  in r e s p o n s e  t o  m i g r a i n e ,  such b a c k gr ou n d  
f a c t o r s  a l o n e  a r e  i n s u f f i c i e n t  t o  e x p l a i n  the  p a t t e r n s  o f  
demand f o r  m e d i c a l  t r e a t m e n t .  T h i s  c h a p t e r  has  i n t r o d u c e d  
a s t u d y  w h i c h  was c o n c e r n e d  t o  examine f u r t h e r  t he  n a t u r e  
of  p a t i e n t s '  p e r c e p t i o n s  o f  t h e i r  p r o b l e m s  and r e a s o n s  f o r  
c o n s u l t i n g  a s p e c i a l i s t .  Subsequent  c h a p t e r s  r e p o r t  
p a t i e n t s '  v i e w s  e s p e c i a l l y  in r e l a t i o n  t o  the  c on c e p t  o f  
p a t i e n t  s a t i s f a c t i o n .  An i n t e r v i e w  based  i n v e s t i g a t i o n ,  i t  
i s  s u g g e s t e d ,  may p a r t i c u l a r l y  p r o v i d e  e v i d e n c e  o f  the ways  
in whi ch  p a t i e n t s  t h e m s e l v e s  e v a l u a t e  h e a l t h  c a r e .  The  
next  c h a p t e r  d e s c r i b e s  p a t i e n t s '  r e p o r t s  o f  t h e i r  
e x p e c t a t i o n s  o f  t he  s p e c i a l i s t  r e f e r r a l . T h i s  s t u d y  was  
u n d e r t a k e n  on t he  a s s um pt i o n  t h a t  such e x p e c t a t i o n s  may be 
i m p o r t a n t  i n f l u e n c e s  upon s ubse que nt  l e v e l s  o f  
s a t i s f a c t i o n .  As i n d i c a t e d  in c h a p t e r  1 ,  r o l e  e x p e c t a t i o n s  
have o f t e n  been seen as p r i m e  i n f l u e n c e s  upon p a t i e n t s '  
sat  i s f a c t i o n .
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CHAPTER 3 ,  THE EXPECTATIONS AND CONCERNS OF PATIENTS  
ATTENDING NEUROLOGICAL CL I NI CS  FOR HEADACHE
One b a s i c  a ss u m p t i o n  b e h i n d  much p a t i e n t  
s a t i s f a c t i o n  r e s e a r c h  i s  t h a t  the p a t i e n t ' s  l e v e l  o f  
s a t i s f a c t i o n  i s  d e t e r m i n e d  by the e x t e n t  t o  wh i ch  the  
d o c t o r  or  h e a l t h  p r o f e s s i o n a l  f u l f i l s  the p a t i e n t ' s  p r i o r  
e x p e c t a t i o n s  o f  what  s h o u l d  happen.  T h u s ,  f o r  e x a m p l e ,  
L i p t o n  and S v a r s t a d  r e f e r  in t h e i r  s t u d y  o f  p a e d i a t r i c  
c l i n i c s  t o  ' t h e  w i d e l y  h e l d  h y p o t h e s i s  t h a t  t he  n a t u r e  and  
outcome o f  p r o f e s s i o n a l  -  c l i e n t  i n t e r a c t i o n  depends  upon 
the f u l f i l m e n t  o f  l a y  e x p e c t a t i o n s  o f  what  s h o u l d  happen  
d u r i n g  the c ou r se  o f  e v a l u a t i o n  and t r e a t m e n t '  ( L i p t o n  and  
S v a r s t a d ,  1 9 7 4 : 1 5 7 ) .
In the s e a r c h  f o r  u n d e r s t a n d i n g  o f  the  p r o c e s s e s  
w hereby  p a t i e n t s  e v a l u a t e  t h e i r  me d i c a l  t r e a t m e n t ,  the  
i mp o r ta n ce  o f  e x p e c t a t i o n s  i s  s t r e s s e d  in many d i s c u s s i o n s ,  
a l t h o u g h  the  e m p i r i c a l  r e s e a r c h  t o  e x p l o r e  the  s i g n i f i c a n c e  
of  the c on ce p t  was u n t i l  r e c e n t l y  p o o r .  L a rs e n  and Rootman 
r e f e r  in t h e i r  s t u d y  o f  p r i m a r y  c a r e  t o  ' a b a s i c  a ss u mp t i o n  
t h a t  a p a t i e n t ' s  o v e r a l l  s a t i s f a c t i o n  w i t h  m e d i c a l  s e r v i c e s  
i s  i n f l u e n c e d  by t he  de g r ee  t o  whi ch  a p h y s i c i a n ' s  r o l e  
p e r f o r ma nc e  l i v e s  up t o  the  p a t i e n t ' s  e x p e c t a t i o n s '
( L a r s e n  and Rootman,  1 9 7 6 : 2 9 ) .  They go on t o  o b s e r v e ,  
however ,  t h a t  ' w h i l e  t h i s  p r o p o s i t i o n  i s  p l a u s i b l e  on the
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b a s i s  o f  both p r a c t i c e  and t h e o r y ,  i t  has not  been t e s t e d  
s y s t e m a t i c a l l y '  ( L a r s e n  and Rootman,  1 9 7 6 : 2 9 ) .
One o f  the few a t t e m p t s  t o  e x p l o r e  d i r e c t l y  the
r e l a t i o n s h i p s  between p a t i e n t s '  e x p e c t a t i o n s  p r i o r  t o  a
c o n s u l t a t i o n ,  on the  one hand ,  and subsequent  l e v e l s  o f
s a t i s f a c t i o n  on the o t h e r  hand,  i s  the  s t u d y  by S t i mson  and
Webb ( 1 9 7 5 )  o f  g e n e r a l  p r a c t i c e  c o n s u l t a t i o n s .  P a t i e n t s
were i n t e r v i e w e d  b e f o r e  t h e i r  c o n s u l t a t i o n s  t o  e l i c i t
e x p e c t a t i o n s  and a f t e r  l e a v i n g  the s u r g e r y  t o  a ss e s s
s a t i s f a c t i o n .  The r e l a t i o n s h i p  between the two s e t s  o f
i n f o r m a t i o n  i s  not  d i r e c t l y  d i s c u s s e d  by St imson and Webb.
However t h e y  sound t h i s  c a u t i o n a r y  n o t e :
'  " E x p e c t a t i o n "  seems t o  be a concept  wh i ch  l i k e  so 
many o t h e r s  used in d e s c r i b i n g  s o c i a l  a s p e c t s  o f  
m e d i c i n e . . i s  e x t r e m e l y  d i f f i c u l t  t o  examine  
a n a l y t i c a l l y . '  ( S t i ms on  and W e b b , 1 9 7 5 : 2 7 )
The same b a s i c  approach  was a dopt e d  in t h i s  s t u d y  
as was used by St i mson and Webb in t h a t  p a t i e n t s  were  
i n t e r v i e w e d  a t  h o s p i t a l  b e f o r e  s e e i n g  the s p e c i a l i s t  and  
ag a i n  some t h r e e  t o  f o u r  weeks a f t e r  t h e i r  h o s p i t a l  v i s i t .
In the  f i r s t  i n t e r v i e w  g e n e r a l ,  non d i r e c t i v e  q u e s t i o n s  
about  e x p e c t a t i o n s  were  asked o f  p a t i e n t s  but  were  then  
f o l l o w e d  up by more s p e c i f i c  q u e s t i o n s  about  p a r t i c u l a r  
t r e a t m e n t s  and o t h e r  i t ems  t h a t  m i gh t  be e x p e c t e d  by the  
pat  i e n t .
The e x p r e s s i o n  o f  e x p e c t a t i o n s
The s i n g l e  most  s t r i k i n g  i mpr es s i on  o f  the  p r e  
c o n s u l t a t i o n - i n t e r v i e w s  w i t h  the p a t i e n t s  a t t e n d i n g  the
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c l i n i c s  i s  the h e s i t a n t  and non c o m m i t t a l  n a t u r e  o f
p a t i e n t s '  r e p l i e s .  P a t i e n t s  a p p e a r e d  not  t o  h o l d  v e r y  f i r m
or  d e f i n i t e  e x p e c t a t i o n s  o f  t h e i r  h o s p i t a l  v i s i t .  P a t i e n t s
o f t e n  began t h e i r  answers  w i t h  a d i s c l a i m e r  such as ' I
h o n e s t l y  d i d n ' t  know.  I was q u i t e  m u d d l e d . '  Somet imes
such answer s  were even more e m p h a t i c :  ' I  h a v e n ' t  got  a c l u e
what  t h e y  a r e  g o i n g  t o  do or  say  or  a n y t h i n g . '  A n o t h e r
common 1 y used phrase  in r esponse  t o  q u e s t i o n i n g  was t o  say
t h a t  the  h o s p i t a l  v i s i t  had been app r oac h e d  ' w i t h  an open
m i n d . '  T h i s  r e p e a t e d  and u n i f o r m  emphasi s  upon u n c e r t a i n t y
does n o t  mean however  t h a t  p a t i e n t s  had g i v e n  the h o s p i t a l
v i s i t  no p r i o r  t h o u g h t .  The p a t i e n t  q uot ed  above as s a y i n g
t h a t  she ' h o n e s t l y  d i d n ' t  know'  can be qu o t e d  in f u l l  t o
convey more c l e a r l y  the n a t u r e  o f  p a t i e n t s '  r e p l i e s .
I n t e r v  i ewer . 'When you were  coming up he r e  t o  the  
h o s p i t a l ,  what  d i d  you e x p e c t  wou l d  happen?'
P a t  i e n t .  ' I  imag i ned  i t  was g o i n g  t o  be s om et h i n g  
l i k e  a l l e r g y  t e s t s .  I d i d n ' t  q u i t e  know q u i t e  how you 
were  g o i n g  t o  go about  i t ,  t h o u g h . '
I n t .  ' How about  a p h y s i c a l  e x a m i n a t i o n ? '
P a t . ' I h o n e s t l y  d i d n ' t  know,  I was q u i t e  mu d d l ed .  I
i mag i ne d  somet h ing  on my head or  s omet h ing  l i k e  t h a t  -  
t o  f i n d  out  w h a t ' s  g o i n g  on t h e r e  - t h a t ' s  a l l .  I 
d i d n ' t  see h o w . . .  I c o u l d n ' t  u n d e r s t a n d . . I f e e l  a t i n y  
b i t  n e r v o u s . '
I n t .  'What  k i n d s  o f  q u e s t i o n s  d i d  you i m a g i n e ? '
P a t . ' I d i d n ' t  r e a l l y  know.  We o n l y  d i s c u s s e d  the
f a c t  t h a t  you m i gh t  ask about  d i e t a r y  h a b i t s ,  t h a t ' s  
a l l . '
I n t .  ' Abo ut  p e r s o n a l i t y ? '
P a t . ' W e l l  I wou l d  t h i n k  i t  c o u l d  be r e l e v a n t ,  i f  one
was a s t r e s s f u l  person or  not  but  I wou l d  have t h o u g h t
most  pe o p l e  who come her e  a r e . '
I n t .  'How about  t e s t s ? '
P a t . ' I was q u i t e  s u p r i s e d  about  the u r i n e  t e s t .  I
d i d n ' t  t h i n k  about  b l o o d  t e s t s ,  no.  Are  t h e y  g o i n g  t o  
be n e c e s s a r y ? '
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I n t .  ' How about  x - r a y s ? '
P a t . ' N o .  I r e a l l y  d i d  say  a l l  t h a t  I t h o u g h t  to  
you . '
I n t .  ' What  s o r t s  o f  t h i n g s  d i d  you e x p e c t  t h e y  w i l l  
t e l  1 you? '
P a t . ' P r e c i o u s  l i t t l e  a c t u a l l y .  I c a n ' t  see what  
t h e r e  i s  t o  t e l l  me.  Maybe he m i g h t  say ' d o n ' t  e a t  
c h o c o l a t e  '  or  ' d o n ' t  e a t  s o m e t h i n g  l i k e  v e r y  f a t t y  
f o o d ' .  But  I c a n ' t  imagine what  he wou l d  s a y . '
I n t .  ' M i g h t  he recommend t h i n g s  you s h o u l d  a v o i d ? '
P a t . ' A h ,  maybe j u s t  say  " t r y  not  t o  g e t  wor ked  u p " .  
I w o u l d  imagine f o r  some p e o p l e ,  i t  wou l d  be a good 
i d e a  t o  g i v e  m i l d  t r a n q u i l l i z e r s .  I suppose i t  makes  
sense i f  y o u ' r e  g e t t i n g  headaches  because y o u ' r e  
g e t t i n g  s t r e s s e d . '
The t e n t a t i v e  tone o f  v o i c e  w i t h  which  much o f  t h i s  
was s a i d  c a n n o t  be conveyed .  However  t h i s  s e c t i o n  o f  the  
i n t e r v i e w  i l l u s t r a t e s  s e v e r a l  v e r y  common themes in most  o f  
the s a m p l e ' s  a n swe r s .  Above a l l  the q u o t a t i o n  does convey  
the u n f a m i l i a r ,  even u n c o m f o r t a b l e  n a t u r e  o f  the l i n e  o f  
q u e s t i o n i n g  as a whole  f o r  p a t i e n t s .  C l e a r l y ,  t o  be asked  
about  o n e ' s  e x p e c t a t i o n s  and hopes o f  a c o n s u l t a t i o n  i s  an 
u n f a m i l i a r  e x p e r i e n c e  in a h o s p i t a l  and f o r  many p a t i e n t s  
t h i s  was more than a s u p r i s e .  Such r e a c t i o n s  d i d  not  a r i s e  
out  o f  the  a n x i e t i e s  o f  c o n s u l t i n g  f o r  a p o s s i b l y  s e r i o u s  
h e a l t h  p r ob l e m  s i n c e  p a t i e n t s  c o n s u l t i n g  f o r  more mundane 
r e a s on s  such as d i e t a r y  a d v i c e  a p p e a r e d  e q u a l l y  s u p r i s e d  by 
the t a s k  o f  e x p r e s s i n g  t h e i r  f e e l i n g s  in t h i s  way.
Thus the t ask  o f  e x p r e s s i n g  e x p e c t a t i o n s  was a 
novel  one .  A l s o  e v i d e n t  in the q u o t e d  s e c t i o n  o f  i n t e r v i e w  
i s  the f a c t  t h a t  a n e u r o l o g i c a l  c o n s u l t a t i o n  i s  an 
u n f a m i l i a r  e x p e r i e n c e  on which the r e s p o n d en t  i s  u n l i k e l y  
to have d e f i n i t e  v i e w s .  Thus the p a t i e n t  r e s o r t s  t o
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guesses or  I m a g i n a t i o n  t o  r e p l y  t o  the q u e s t i o n s .  Such
g u e ss e s ,  f a r  f r o m  b e i n g  e x p r e s s i o n s  o f  f i r m l y  h e l d  v i e w s ,
appear  p a r t l y  t o  r e f l e c t  spont aneous  e f f o r t s  t o  s a t i s f y  the
i n t e r v i e w e r .  On l y  44% o f  p a t i e n t s  knew t h a t  the s p e c i a l i s t
they  were  about  t o  c o n s u l t  was a n e u r o l o g i s t .  I n  v e r y  few
cases  d i d  the  g e n e r a l  p r a c t i t i o n e r  e x p l a i n  in any d e t a i l
the n a t u r e  o f  the  s p e c i a l i s t  c o n s u l t a t i o n  the p a t i e n t
sh o u l d  e x p e c t .  As a r e s u l t  the p a t i e n t s  f e l l  back upon
i m a g i n a t i o n  t o  p i e c e  t o g e t h e r  an an swe r .  O c c a s i o n a l l y  a
f r i e n d  or  r e l a t i v e  had c o n s u l t e d  a s p e c i a l i s t  f o r  s i m i l a r
r eas o n s  and p a t i e n t s  e x p r e s se d  more c o n c r e t e  e x p e c t a t i o n s
as a r e s u l t .  The f o l l o w i n g  s t a t e m e n t  i s  unusual  because
the p a t i e n t  a c t u a l l y  made s p e c i f i c  p r e p a r a t i o n s  f o r  the
h o s p i t a l  v i s i t  as a r e s u l t  o f  such a d v i c e :
' I t h o u g h t  t h e y  woul d  put  w i r e s  on my head .  They d i d  
t h a t  t o  my s o n - i n - l a w  some y e a r s  ago when he was 
h a v i n g  f a i n t i n g  s p e l l s .  He t o l d  me t o  wash my h a i r  
and not  t o  pu t  a n y t h i n g  on i t  l i k e  l o t i o n s . '
A l t h o u g h  t e n t a t i v e ,  p a t i e n t s  d i d  t h e r e f o r e
f o r m u l a t e  e x p e c t a t i o n s  o f  the  c o n s u l t a t i o n .  These
e x p e c t a t i o n s  a ro s e  f rom two s o u r c e s .  Pas t  e x p e r i e n c e  o f
d o c t o r s '  b e h a v i o u r  g e n e r a l l y  p r o v i d e d  some b r oa d  g u i d e l i n e s
f o r  the  h o s p i t a l  v i s i t .  The p r o b l em o f  headaches  p r o v i d e s
the p a t i e n t  w i t h  f u r t h e r  cues as t o  the l i k e l y  cour se  o f
the c on s u 1 t a t  i o n :
'You d o n ' t  know q u i t e  what  w i l l  happen.  I ' l l  see a 
d o c t o r  w h o ' l l  ask me q u e s t i o n s .  I  thoug ht  I m i g h t  have  
an x - r a y ,  b l o o d  t e s t s  p o s s i b l y .  I d o n ' t  kncxv. I 
presume h e ' l l  ask about  the t y p e s  o f  h e ad a c h e s ,  w o r r y ,  
d i e t . '
A n o t h e r  p a t i e n t  summar ised h i s  e x p e c t a t i o n s  
s u c c i n c t l y :
' P o s s i b l y  q u e s t i o n s  about  w o r k ,  hcxv t h a t  m i g h t  a f f e c t
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me ; q u e s t i o n s  about  e a t i n g ,  d r i n k i n g ,  a q u i c k  
e x a m i n a t i o n  and o u t . '
I n  t h i s  p a t i e n t ' s  b r i e f  s t a t e m e n t  i s  conveyed the  
l i k e l y  sequence o f  h i s t o r y  t a k i n g  and e x a m i n a t i o n  which  i s  
a f a m i l i a r  p a r t  o f  most  c o n s u l t a t i o n s .  T h i s  q u o t a t i o n  a l s o  
i l l u s t r a t e s  the second source  o f  p a t i e n t s '  guesses  about  
t h e i r  h o s p i t a l  v i s i t  -  t h a t  i s  the s p e c i f i c  i s s ue s  l i k e l y  
to  a r i s e  in the  case o f  a p r e s e n t i n g  p r ob l e m o f  headache .  
Two themes were  f a r  more f r e q u e n t l y  c i t e d  than any o t h e r  in 
t h i s  r e s p e c t .  They  may be summar ised as the  themes of  
' d i e t '  and ' s t r e s s ' .  The theme o f  ' s t r e s s '  in p a t i e n t s '  
r e p l i e s  i s  a b r oa d  one and c o v e r s  both  i n t e r n a l  
p s y c h o l o g i c a l  r e s p o n s e s  and e n v i r o n m e n t a l  demands on the  
i n d i v i d u a l  :
' I am a w o r r y i n g  type o f  p e r s o n .  When I g e t  v e r y  
w o r r i e d ,  I g e t  a headache in the n e c k .  But  u n l e s s  
t h e y ' r e  u n c o n s c i o u s ,  I h a v e n ' t  go t  a n y t h i n g  to  w o r r y  
a b o u t .  We ' ve  go t  our  own home, my h u s b a n d ' s  o k a y . '
St i mson and Webb ( 1 9 7 5 ; 2 8 )  d i s t i n g u i s h  between  
t h r e e  d i f f e r e n t  t y p e s  o f  e x p e c t a t i o n s  t h a t  p a t i e n t s  may 
e x p r e s s :  b a c k gr o u n d ,  i n t e r a c t i o n  and a c t i o n  e x p e c t a t i o n s .  
Background e x p e c t a t i o n s  a re  ' . . l a r g e l y  i m p l i c i t  
e x p e c t a t i o n s  about  what  u s u a l l y  happens when you see a 
d o c t o r '  ( S t i m s on  and We bb , 1 9 7 5 : 2 8 ) .  Such e x p e c t a t i o n s  a r e  
r a r e l y  e x p r e s s e d  or  c o n s i d e r e d  u n l e s s  s o m e t h i n g  u n exp ec t ed  
happens t h a t  b r i n g  them to the f o r e .  G a r f i n k e l ' s  ( 1 9 6 7 )  
s o c i a l  e x p e r i m e n t s  a t  d i s r u p t i n g  the t a k en  f o r  g r a n t e d  
r u l e s  o f  s o c i a l  b e h a v i o u r  a re  good i l l u s t r a t i o n s  o f  the  
ways in whi ch  backgr ound e x p e c t a t i o n s  a r e  most  d r a m a t i c a l l y  
e l i c i t e d .  O t h e r w i s e  t hey  a r e  the i m p l i c i t  ass umpt i ons  of  
'how t h i n g s  a r e '  whi ch  are  d i f f i c u l t  t o  b r i n g  t o  the
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s u r f a c e .  The r e p l i e s  t o  q u e s t i o n i n g  in t h i s  s t u d y  m a i n l y  
f o c u s ed  upon the o t h e r  two t yp e s  o f  e x p e c t a t i o n s ,  a l t h o u g h  
somet imes the unease w i t h  which such answers  were  g i v e n  
r e s e m b l ed  the  r e a c t i o n s  of  G a r f i n k e l ' s  v i c t i m s .  The  
exampl es  St i mson and Webb g i v e  o f  i n t e r a c t i o n  and a c t i o n  
e x p e c t a t i o n s  su g g e s t  t h a t  t h e y  d i d  not  f i n d  I t  easy  to  
d i s t i n g u i s h  c l e a r l y  the  two c o n c e p t s ;  f o r  e xa mp l e ,  
p r e s c r i b i n g  i s  c i t e d  as an example o f  both  k i n d s  o f  
expec t a t  i o n s .
I n t e r a c t i o n  and a c t i o n  e x p e c t a t i o n s  g e n e r a l l y  f o c u s  
upon the  t y p i c a l  a c t i o n s  d o c t o r s  p e r f o r m  in the  management  
of  p r ob l e m s  such as t a k i n g  a h i s t o r y ,  p r e s c r i b i n g  and 
r e f e r r i n g  t o  c o l l e a g u e s .  However t h e r e  i s  a n o t h e r  
a n a l y t i c a l  type  o f  e x p e c t a t i o n ,  not  d i s c u s s e d  by St imson  
and Webb,  bu t  o f  presumed impor t ance  t o  the p a t i e n t ,  which  
may be r e f e r r e d  t o  in terms o f  ' out come e x p e c t a t i o n s ' .  
P a t i e n t s  may have a sense o f  the l i k e l y  r e s u l t s  o f  the  
d o c t o r ' s  a c t i o n s  on t h e i r  symptoms.  Such v i e w s  may be 
e x p e c t e d  t o  v a r y  in d e g r e e s  o f  o p t i m i s m  or  b e l i e f  in the  
e f f i c a c y  o f  the d o c t o r .  T h i s  d i men s i on  o f  p a t i e n t s '  
e x p e r i e n c e  comes c l o s e  t o  the mechanism f r e q u e n t l y  i nvoked  
to e x p l a i n  p l a c e b o  e f f e c t s  -  o p t i mi sm or  f a i t h  w i t h  r e g a r d s  
t o  a f a v o u r a b l e  outcome b e i n g  v i ewed  as a p s y c h o l o g i c a l  
mechanism e nh a n c i n g  the p a t i e n t ' s  chances  o f  e x p e r i e n c i n g  
more f a v o u r a b l e  outcomes ( F r a n k , 1 9 6 8 ) .  T h i s  sense of  
e x p e c t a t i o n  has r e c e i v e d  more a t t e n t i o n  in r e s e a r c h  in 
p s y c h i a t r y  where i t  i s  p o s t u l a t e d  t h a t  ' p a t i e n t s  e n t e r i n g  
p s y c h o t h e r a p y  have v a r y i n g  d e g r ee s  o f  b e l i e f  in i t s  
e f f i c a c y  and t h i s  b e l i e f  or  s e t  o f  e x p e c t a t i o n s  may be an
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i m p o r t a n t  d e t e r m i n a n t  o f  the r e s u l t s  o f  t h e r a p y '
( G o l d s t e i n , 1 9 6 2 : 1 2 ) .  However the e v i d e n c e  f o r  such e f f e c t s  
i s  q u i t e  e q u i v o c a l  ( K r a u s e , 1 9 6 7 ) .  Non s p e c i f i c  b e n e f i t s  o f  
t h e r a p y  may be p r o d u c e d  by c h a r a c t e r i s t i c s  o f  the t h e r a p i s t  
r a t h e r  than by i n i t i a l  e x p e c t a t i o n s  o f  the  p a t i e n t  
( W i l k i n s , 1 9 7 3 ) .  T h i s  d i mens i on  o f  e x p e c t a t i o n s  i s  r a i s e d  
because p a t i e n t s  t h e m s e l v e s ,  i f  p r es s e d  t o  e x p r e s s  t h e i r  
e x p e c t a t i o n s  o f  the s p e c i a l i s t  r e f e r r a l  w ou l d  o c c a s i o n a l l y  
r e f e r  t o  the q u e s t i o n  o f  outcomes.  Wi th  r e g a r d  t o  outcome  
e x p e c t a t i o n s ,  the i n t e r v i e w s  a ga i n  m a i n l y  r e v e a l e d  p a t i e n t s  
as c a u t i o u s  in t h e i r  answer f , r a r e l y  c o m m i t t i n g  t h e m s e l v e s  
to o ver  o p t i m i s t i c  s t a t e m e n t s  o f  the p o s s i b l e  r e s u l t s  o f  
the h o s p i t a l  v i s i t .  Somet imes p a t i e n t s  w o u l d  a c t u a l l y  
e x p r e s s  q u i t e  p e s s i m i s t i c  outcome e x p e c t a t i o n s  as in the  
case o f  the f o l l o w i n g  s t a t e m e n t  by a p a t i e n t  who above a l l  
wi sh e d  t o  i d e n t i f y  the s p e c i f i c  f a c t o r s  t h a t  p r o v ok e d  h i s  
headaches:  ' I  d o n ' t  t h i n k  he can t e l l  me the c auses  o f  my 
headaches .  H e ' s  a c l e v e r  man i f  he c a n ! '
Somet imes the  modest  n a t u r e  o f  such outcome
e x p e c t a t i o n s  a pp e a r s  t o  a r i s e  f rom h e a r i n g  o f  o t h e r
i n d i v i d u a l s '  e x p e r i e n c e s :
I n t .  'What  d i d  you hope would  be the r e s u l t  o f  s e e i n g  
the  spec i a l i s t ? '
P a t . 'My m o t h e r ' s  been Cto the c l i n i c ! .  She s a i d  
b a s i c a l l y  some q u e s t i o n s  and some k i n d  o f  t e s t  i s  a l l  
t h e y  d i d  w i t h  h e r .  I d i d n ' t  e x p e c t  them t o  do a n y t h i n g  
abou t i t . '
Most  f r e q u e n t l y  p a t i e n t s  w i sh e d  t o  i n d i c a t e  t h a t  
they  d i d  not  e x p e c t  c o mp l e t e  c ur es  o f  the s p e c i a l i s t .  T h i s  
was p e r c e i v e d  as b e i n g  u n r e a l i s t i c .  Even p a t i e n t s  whose  
i n i t i a l  answers  s u g g e s t e d  a h i gh  degr ee  o f  o p t i m i s m  in
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r e l a t i o n  t o  the s p e c i a l i s t ' s  e f f i c a c y  wou l d  m o d i f y  t h e i r
answers  to  more s e n s i b l e  and r e a s o n a b l e  d i m e n s i o n s ;
I n t .  'What  ways do you t h i n k  the  d o c t o r  w i l l  
e s p e c i a l l y  h e l p  you? '
P a t . ' H o p e f u l l y  a c u r e .  Not  s omet h i n g  l i k e  a m i r a c l e  
c ur e  but  the a s s i s t a n c e  t o  a v o i d  -  p e r ha p s  t o  t r a c k  
down t r i g g e r s  f o r  m i g r a i n e  -  as much as p o s s i b l e  t o  
a v o i d  them.  Per ha p s  I ' l l  never  be a b l e  t o  g e t  r i d  o f  
i t  c o m p l e t e l y .  But  much r educe  the s u f f e r i n g . '
One of  the most  r e v e a l i n g  a s p e c t s  o f  the  i n t e r v i e w s
w i t h  p a t i e n t s  b e f o r e  s e e i n g  the s p e c i a l i s t  i s  the way in
which r e s p o n d e n t s  so f r e q u e n t l y  used the i n t e r v i e w  i t s e l f
as a source  of  cues about  the h o s p i t a l  v i s i t  and as a way
of  c l a r i f y i n g  t h e i r  e x p e c t a t i o n s .  The f o l o w i n g  i s  an
e x t r a c t  f rom an i n t e r v i e w ,  b e g i n n i n g  w i t h  some s p e c i f i c
i tems  f rom the i n t e r v i e w e r :
I n t .  ' D i d  you t h i n k  t h e r e  wou l d  be a p h y s i c a l  
e x a m i n a t i o n ? '
P a t . ' Y e s  I t ho u g h t  t h e r e  wou l d  be a s h o r t  p h y s i c a l . '  
I n t .  'How a bout  t e s t s ? '
P a t . ' I  d i d n ' t  p a r t i c u l a r l y  g i v e  i t  too much t h o u g h t ,
but  now you m e n t i o n  i t ,  I w o u l d ' t  be s u p r i s e d  i f
t h e y . . . '
I n t .  'What  k i n d s  o f  q u e s t i o n s  m i gh t  t h e y  a s k ? '
P a t . ' A f t e r  r e a d i n g  the p a m p h l e t ,  I o b v i o u s l y
t h o u g h t :  "what  t r i g g e r e d  i t ,  what  the headaches  were  
l i k e . "  '
I n t .  ' How about  q u e s t i o n s  about  wo r k? '
P a t . 'No I d i d n ' t .  I suppose t h i n k i n g  about  i t  now,  I 
suppose i t  w o u l d  be a cause f o r  i t .  I t ' s  not  a 
p a r t i c u l a r l y  s t r e s s f u l  l i f e  in the pos t  o f f i c e  
t h o u g h . '
I n t .  'How about  q u e s t i o n s  on p e r s o n a l i t y ? '
P a t . ' I d i d n ' t  t h i n k  my menta l  s t a t e  wou l d  have t oo
much b e a r i n g  on i t . '
I n t .  'How about  t e s t s ,  x - r a y s ? '
P a t . 'Mmm. . y e s . .  t h a t . ,  i t  c o u l d  be s o met h i n g  t h a t ' s
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not  been d i s c o v e r e d  b e f o r e . '
I n t .  ' D i d  you t h i n k  t h e y  m i g h t  t e l l  you the  cause o f  
your  he ad a c h e s? '
P a t . ' Y e s ,  I thoug ht  a f t e r  a p e r i o d  of  t i m e ,  I 
t houg ht  j u d g i n g  f rom the l e a f l e t ,  w i t h  a l i t t l e  h e l p  
f rom m y s e l f ,  w i t h  a l o t  o f  i n f o r m a t i o n ,  the d o c t o r s  
m i g h t  e v e n t u a l l y  be a b l e  t o  p i n  i t  down -  t o  s a y :  "
T h i s  w i l l  cause m i g r a i n e  headache and t r y  t o  a v o i d  
d o i n g  c e r t a i n  t h i n g s  and e a t i n g  c e r t a i n  t h i n g s . "  '
On a t  l e a s t  two o c c a s i o n s  the p a t i e n t  makes i t  
q u i t e  c l e a r  t h a t  the  i n t e r v i e w  i t s e l f  i s  h e l p i n g  him t o  
c l a r i f y  h i s  t h o u g h t s  in t e rms  o f  e x p e c t a t i o n s ,  w i t h  p h r a s e s  
such as ' b u t  now you me n t i on  i t '  and ' I suppose t h i n k i n g  
about  i t  n o w ' .  Both the e x p e c t a t i o n s  c i t e d  in r e l a t i o n  t o  
these  p h r a s e s  c l e a r l y  emerged as a r e s u l t  o f  the  
i n t e r v i e w e r ' s  s u g g e s t i o n .  On a t h i r d  o c c a s i o n ,  the  
t h o u g h t f u l  p o n d e r i n g  in r e l a t i o n  t o  a q u e s t i o n  about  t e s t s  
a l s o  i n d i c a t e d  t h a t  the r e s p o n d e n t  was c l a r i f y i n g  h i s  i d e a s  
r a t h e r  than r e p o r t i n g  s t r o n g l y  f e l t  needs .  F i n a l l y  on 
s e v e r a l  o c c a s i o n s  he r e f e r s  t o  a pamphl e t  t h a t  he had seen  
in the w a i t i n g  room w h i l s t  a w a i t i n g  h i s  a p p o i n t m e n t  w h i c h ,  
o n l y  m i n u t e s  p r i o r  t o  the i n t e r v i e w ,  had put  c e r t a i n  o t h e r  
i de as  i n t o  h i s  he ad .  I t  must  a g a i n  be remembered t h a t  f o r  
a l l  p a t i e n t s  t h i s  was t h e i r  f i r s t  n e u r o l o g i c a l  c o n s u l t a t i o n  
f o r  headache ,  so t h a t  a l l  had q u i t e  hazy  v ie w s  o f  what  t o  
e x p e c t .  N e v e r t h e l e s s  the o b s e r v a t i o n s  of  McHugh ( 1 9 6 8 )  
r emi nd  us t h a t  in a l l  s o c i a l  i n t e r a c t i o n  i n d i v i d u a l s '  sense  
of  t h e i r  own and o f  o t h e r s '  r o l e s  i s  emergent  -  t h a t  i s ,  
dependent  on c o n t i n u o u s  s ea r ch  f o r  p a t t e r n s .  C u r r e n t  
i n t e r a c t i o n  i s  a l s o  used as a p r i m a r y  source  o f  e v i d e n c e  
t h a t  the i n d i v i d u a l  has u n d e r s t o o d  u n d e r l y i n g  p a t t e r n s .
The use by many p a t i e n t s  o f  the i n t e r v i e w  as a cue t o  the  
c o n s u l t a t i o n  w i t h  the s p e c i a l i s t  i s  a p a r t i c u l a r l y  c l e a r
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i n s t a n c e  o f  i n d i v i d u a l s '  c o n s t a n t l y  emergent  sense o f  
p a t t e r n  in i n t e r a c t i o n  -  the  p r o c e s s  McHugh te rms  
' e l a b o r a t i o n ' .  Both St imson and Webb ( 1 9 7 5 )  and Heath  
( 1 9 7 5 )  d e s c r i b e  the c o n t i n o u s  s e a r c h  f o r  such cues amongst  
p a t i e n t s  in g e ne r a l  p r a c t i c e  w a i t i n g  rooms.  The l e s s  the  
p a t i e n t ' s  p r i o r  e x p e r i e n c e  w i t h  a p a r t i c u l a r  g e n e r a l  
p r a c t i t i o n e r  or  c e r t a i n t y  a bout  the  n a t u r e  o f  h i s  or  her  
p r e s e n t i n g  p r ob l e m ,  the g r e a t e r  the l i k e l i h o o d  t h a t  such  
e l a b o r a t i o n  i s  n e c e s s a r y  ( S t i m s o n  and Webb, 1 9 7 5 : 3 2 ) .  I n  
the case o f  t h i s  sample a n t i c i p a t i n g  a n e u r o l o g i c a l  
c o n s u l t a t i o n ,  the r e s e a r c h  i n t e r v i e w  became a c r u c i a l  
sour ce  o f  cues .
Thus t o  draw t o g e t h e r  t h i s  d i s c u s s i o n ,  p a t i e n t s  in 
t h i s  s t u d y  were encouraged  t o  say  as much as p o s s i b l e  about  
t h e i r  e x p e c t a t i o n s  o f  the c o n s u l t a t i o n  on the assumpt i on  
f rom the  s o c i a l  s c i e n t i f i c  l i t e r a t u r e  t h a t  such s t a t e m e n t s  
woul d  p r o v i d e  v a l u a b l e  s o u r c e s  o f  e x p l a n a t i o n s  of  
subsequent  r e a c t i o n s .  As L o c k e r  and Dunt t e n t a t i v e l y  
s u g g e s t :  ' i t  does seem r e a s o n a b l e  t o  suggest  t h a t  
e x p r e s s i o n s  of  s a t i s f a c t i o n  a r e  the  end p r od u c t  o f  a 
p r o c e s s  of  e v a l u a t i o n  in wh i ch  e x p e c t a t i o n s  f i g u r e  t o  some 
e x t e n t '  ( L o c k e r  and D u n t , 1 9 7 8 : 2 8 9 ) .  However d e s p i t e  e v e r y  
e f f o r t  to  f a c i l i t a t e  such v i e w s ,  p a t i e n t s  g e n e r a l l y  f ou n d  
the t a s k  u n s e t t l i n g  and answer s  t o  q u e s t i o n s  were o f t e n  
u n c e r t a i n  and h e s i t a n t .  M o r e o v er  t h i s  s t y l e  o f  
i n t e r v i e w i n g  r e v e a l e d  a p r o c e s s  o f  e l a b o r a t i o n  o f  
e x p e c t a t i o n s  t h a t  m i gh t  w e l l  no t  have emerged i f  more  
s t r u c t u r e d  methods o f  q u e s t i o n i n g  had been used in whi ch  
the p r o c e s s e s  b e h i nd  answers  were  more h i d d e n .  Thus ,  in
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a d d i t i o n  t o  the h e s i t a n t  e x p r e s s i o n  p a t i e n t s  gave to  
a n s w e rs ,  must  be added a - f u r t h e r  n o t e  o f  c a u t i o n  in 
a s s i g n i n g  i mpor t ance  to  s t a t e m e n t s  made by p a t i e n t s  in t h i s  
a s p e c t  o f  the p r e - c o n s u l t a t i o n  i n t e r v i e w s .
To a n t i c i p a t e  the r e s u l t s  o f  the  f o l l o w  up
i n t e r v i e w  w i t h  p a t i e n t s  a f t e r  t h e y  had seen the s p e c i a l i s t ,
p a t i e n t s  more c l e a r l y  e xp r e s s e d  and i d e n t i f i e d  t h e i r
e x p e c t a t i o n s  a f t e r  the e v e n t .  Thus one v e r y  c l e a r  r e a c t i o n
f rom a p a t i e n t  a f t e r  her  h o s p i t a l  v i s i t  i s  d e s c r i b e d  in the
f o l 1ow i ng te rms  ;
' I t  was a b i t  o f  a l e t  down -  a compl e t e  wast e  o f  
t i m e .  I suppose I had e x p e c t e d  some s o r t  o f  t e s t s ,  
what  s o r t  I d o n ' t  r e a l l y  know.  A l l  he d i d  was to  l ook  
in my e y e s .  He j u s t  asked me what  the headaches  were  
l i k e  and about  the p i l l s  and j u s t  s a i d :  "You have  
d e f i n i t e l y  got  m i g r a i n e ,  c a r r y  on t a k i n g  the p i l l s . "  I 
was q u i t e  s h o c k e d . '
A n o t h e r  p a t i e n t  whose r e a c t i o n s  t o  the  c l i n i c  were
l e s s  e x t r e m e  e x p l a i n s :
' R e a c t i o n s  t o  the c l i n i c ?  I d o n ' t  know.  I t h i n k  
e v e r y t h i n g  happened t h a t  I was e x p e c t i n g  t o  happen.  I 
was s u p r i s e d  by the i n t e n s i t y  o f  the e x a m i n a t i o n .  So 
i n t e n s e ,  so t ho r ou g h .  I w a s n ' t  e x p e c t i n g  a n y t h i n g  l i k e  
t h a t . '
I n  both  cases  i t  i s  a p p a r e n t  t h a t  the a c t u a l  
e x p e r i e n c e s  o f  the c l i n i c  compel  the p a t i e n t  t o  r e a s s e s s  
what  was e x p e c t e d  b e f o r e h a n d .  The same phenomenon was 
o b s er ve d  by St imson and Webb amongst  g e ne r a l  p r a c t i c e  
p a t i e n t s  as t h e y  responded t o  t h e i r  c o n s u l t a t i o n s  
a f t e r w a r d s .  They not e  t h a t :  ' I t  i s  somet imes through  
r e a p p r a i s a l  and e v a l u a t i o n  a f t e r  the  e ve n t  t h a t  the person  
b e g i n s  t o  f o r m u l a t e  ideas  o f  what  he was r e a l l y  e x p e c t i n g  
and what  he f e l t  would  have been a p p r o p r i a t e  f o r  the d o c t o r
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to d o '  ( S t i m s o n  and We b b , 1 9 7 5 : 7 3 ) .
I t  may be thoug ht  t h a t  the t e n t a t i v e  n a t u r e  of  
v ie w s  e x p r e s s e d  by p a t i e n t s  b e f o r e  t h e i r  c o n s u l t a t i o n s  a re  
p e c u l i a r  t o  t h i s  sampl e .  O t h e r  s t u d i e s  however  suggest  
t h a t ,  w i t h  r e g a r d  to  s p e c i a l i s t  m e d i c a l  t r e a t m e n t ,  p a t i e n t s  
in d i f f e r e n t  m e d i ca l  s e t t i n g s  have s i m i l a r l y  u n c e r t a i n  
e x p e c t a t i o n s .  Thus e s p e c i a l l y  in p s y c h i a t r y ,  p a t i e n t s  a r e  
u n c l e a r  o f  the  r o l e  of  the s p e c i a l i s t .  Humphrey obs er ve d  
some q u i t e  w i l d l y  u n r e a l i s t i c  e x p e c t a t i o n s  in a few o f  the  
p a t i e n t s  in h i s  s t u d y  o f  p s y c h i a t r i c  o u t p a t i e n t s  but  
o t h e r w i s e  n o t e d  t h a t  ' e x p e c t a t i o n s  were  modest  and 
i l l - d e f i n e d '  ( Humphrey, 1 9 6 8 : 2 5 2 ) .  S i m i l a r l y  Skuse  
c o n c l u d e d  in a d i f f e r e n t  p s y c h i a t r i c  o u t p a t i e n t  s t u d y  t h a t  
' T h r e e  q u a r t e r s  had no c l e a r  i dea  o f  what  h e l p  mi gh t  be 
o f f e r e d  them a t  the c l i n i c ,  u s u a l l y  because t h e y  had no 
i dea  what  p s y c h i a t r i s t s  d i d '  ( S k u s e , 1 9 7 5 : 4 7 0 ) .  L i p t o n  and  
S v a r s t a d  ( 1 9 7 4 )  c onduc t ed  a s t u d y  o f  a s p e c i a l i s t  
m u l t i d i s c i p l i n a r y  p a e d i a t r i c  c l i n i c  in which  the f o c u s  o f  
the i n v e s t i g a t i o n  was p a r e n t s '  e x p e c t a t i o n s  and the methods  
used e n a b l e d  d e t a i l e d  r e c o r d i n g  o f  r e s po n s e s  as in t h i s  
s t u d y .  A g a i n  the  main c o n c l u s i o n s  o f  the s t u d y  a re  t h a t  
p a r e n t s  were  u n c e r t a i n  about  t h e i r  e x p e c t a t i o n s  and had few  
s p e c i f i c  v i e w s .  I nde ed  the a u t h o r s  c o n c l ud e  t h a t  many 
p a t i e n t s :  ' w e r e  r e l u c t a n t  to  s t a t e  t h e i r  e x p e c t a t i o n s  
because t h e y  f e l t  t h e y  l a c k e d  the a u t h o r i t y  or  l e g i t i m a t e  
r i g h t  t o  do s o . . . s o m e  p a t i e n t s  d i d  not  c o n s i d e r  i t  s e n s i b l e  
or even p o s s i b l e  t o  e xp r es s  t h e i r  o p i n i o n s  about  d e s i r e d  
t r e a t m e n t  u n t i l  a f t e r  the e v a l u a t i o n  p r o c e s s  was comp l e t e d  
and a f i r m  d i a g n o s i s  was r e a c h e d '  ( L i p t o n  and
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S v a r s t a d , 1 9 7 4 : 1 6 4 ) .  The a u t h o r s  a l s o  c o n c l u d e d  t h a t  i t  was  
m i s g u i d e d  t o  v i e w ,  as o t h e r s  had done ,  e x p e c t a t i o n s  as  
s t a t i c  and u n c h a n g i n g .  T h e i r  r e s u l t s  i n d i c a t e d  t h a t  
p a r e n t s '  e x p e c t a t i o n s  c l a r i f i e d  as t h e y  went  through the  
d i a g n o s t i c  and t r e a t m e n t  p r o c e d u r e s  o f  the c l i n i c .
Thus s p e c i f i c  a c t i o n  or  i n t e r a c t i o n  e x p e c t a t i o n s  
were not  a s a l i e n t  a s p e c t  o f  p r e - c o n s u l t a t i o n  i n t e r v i e w s  
and answer s  o f t e n  r esembl ed  the  ' g u e s s e s '  t h a t  L i p t o n  and  
S v a r s t a d  ( 1 9 7 4 : 1 6 2 )  n o t e d .  However two k i n d s  of  
' b a c k g r o u n d '  e x p e c t a t i o n s  d i d  emerge f r om i n t e r v i e w s  t h a t  
seemed t o  be a p a r t  o f  many p a t i e n t s '  i m p l i c i t  ass u mp t i on s  
about  the h o s p i t a l  v i s i t .  F i r s t l y  p a t i e n t s  f e l t  t h a t  t h e y  
were g o i n g  t o  see an e x p e r t  in the k i n d s  o f  p rob l ems t h e y  
s u f f e r e d .  He wo u l d  have more knowledge  and e x p e r i e n c e  o f  
the management  o f  headaches .  One p a t i e n t  summar ised her  
f e e l i n g s  about  h a v i n g  t o  w a i t  f o r  h e r  h o s p i t a l  a p p o i n t me nt  
t hus :  ' I  d i d n ' t  mind w a i t i n g  t h a t  l on g  because I f e l t ,  a t  
l a s t  I ' m  g o i n g  t o  see someone who knows s o m e t h i n g . '
A second assumpt i on  t h a t  a p p e a r e d  t o  be p a r t  o f
p a t i e n t s '  t a c i t  e x p e c t a t i o n s  o f  the h o s p i t a l  v i s i t  was t h a t
the s p e c i a l i s t  w ou l d  have scxnewhat more t i me  t o  l i s t e n  t o
and e v a l u a t e  the p a t i e n t ' s  p r o b l e m .  Thus the p a t i e n t
quot ed  e a r l i e r  i n d i c a t e s  a hope t h a t  the d o c t o r  may g i v e
the headaches  c a r e f u l  c o n s i d e r a t i o n :
' . . Y e s  I t ho u g h t  a f t e r  a p e r i o d  o f  t i m e . . . w i t h  a 
l i t t l e  h e l p  f rom m y s e l f  -  a l o t  o f  i n f o r m a t i o n  -  
d o c t o r s  m i g h t  e v e n t u a l l y  be a b l e  t o  p i n  i t  down t o  
s a y i n g  ' t h i s  w i l l  cause m i g r a i n e  h e a d a c h e . . . '
For  many p a t i e n t s  t h i s  hope t h a t  the  d o c t o r  woul d
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g i v e  t h e i r  h eadaches  c a r e f u l  a t t e n t i o n  was tempered by the  
b e l i e f  t h a t  headaches  were not  a p a r t i c u l a r l y  s e r i o u s  
prob l em and c o u l d  not  t h e r e f o r e  r e a s o n a b l y  occupy the  
d o c t o r ' s  a t t e n t i o n  f o r  too l o n g .
The e x p e c t a t i o n s  o f  p a t i e n t s  w i t h  headaches  were  so  
f r e q u e n t l y  e x p r e s s e d  in t e n t a t i v e  te rms  in the  i n t e r v i e w s  
t h a t  no a t t e m p t  was made t o  t r a n s f o r m  t h i s  a s p e c t  o f  the  
i n t e r v i e w s  i n t o  more q u a n t i t a t i v e  i n f o r m a t i o n .  One o t h e r  
i n v e s t i g a t i o n  h o w e ve r ,  has been c on d u c t e d  i n t o  p a t i e n t s '  
e x p e c t a t i o n s  w i t h  r e g a r d  the s p e c i a l i s t  management  of  
headache .  P a c k a r d  <1979)  asked 100 p a t i e n t s  a t t e n d i n g  a 
c l i n i c  f o r  headache  to  compl e t e  a f i x e d  c h o i c e  
q u e s t i o n n a i r e  r e g a r d i n g  t h e i r  e x p e c t a t i o n s  o f  the c l i n i c .  
T h i s  f o r m a t  o f  d a t a  c o l l e c t i o n  i n e v i t a b l y  i nduces  p a t i e n t s  
i n t o  maki ng  f i r m  s e l e c t i o n s  o f  r esponse  in a way t h a t  an 
i n t e r v i e w  may n o t .  The most common 1 y s e l e c t e d  i t em in t h i s  
sample was the  e x p e c t a t i o n  o f  an e x p l a n a t i o n  f o r  t h e i r  
headaches .  N e x t  most  f r e q u e n t l y  s e l e c t e d  was ' p a i n  
r e l i e f ' .  I t  i s  o f  i n t e r e s t  t h a t  the d o c t o r  was a l s o  asked  
t o  e s t i m a t e  those  i tems  t h a t  p a t i e n t s  w ou l d  c i t e  as 
e x p e c t a t i o n s .  The d o c t o r s  r e v e r s e d  the  i mp o r ta n ce  o f  the  
two i t e m s ,  b e l i e v i n g  p a t i e n t s  to  be more c on ce r ne d  about  
p a i n  r e l i e f  than e x p l a n a t i o n s .  However more i m p o r t a n t  f r om  
the p o i n t  o f  v i e w  o f  the c u r r e n t  d i s c u s s i o n  i s  the f i n d i n g  
t h a t  o n l y  31% r e p o r t e d  t h a t  t he y  e x p e c t e d  t o t a l  r e l i e f  o f  
t h e i r  headaches  f r om the c l i n i c .  The m a j o r i t y  e xp e c t e d  o n l y  
' some'  r e l i e f .  Mo r eo v er  many o f  the 31 p a t i e n t s  who s a i d  
t h a t  t h e y  e x p e c t e d  t o t a l  r e l i e f  f rom t h e i r  c l i n i c  v i s i t ,  
d i d  not  c i t e  p a i n  r e l i e f  as t h e i r  most i m p o r t a n t
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e x p e c t a t i o n ,  but  r a t h e r  emphas ised e x p l a n a t i o n .  Pac k ar d  
v iewed t h i s  as e v i d e n c e  t h a t  p a i n  r e l i e f  was not  
c o n s i s t e n t l y  seen as a l i k e l y  goal  by many o f  those who 
c i t e d  i t  in one s e c t i o n  of  the q u e s t i o n n a i r e .  Wha t ever  the  
case h i s  i n t e r p r e t a t i o n  of  r e s u l t s  o v e r a l l  i s  c o n s i s t e n t  
w i t h  the i n t e r v i e w  d a t a  p r e s e n t e d  h e re  in t h a t  he v ie w s  
p a t i e n t s  in headache c l i n i c s  as h a v i n g  v e r y  modest  
e x p e c t a t i o n s .  M o r eo v er  p a t i e n t s  who had s u f f e r e d  t h e i r  
headaches f o r  ten y e a r s  or  more had p a r t i c u l a r l y  modest  
hopes o f  the c l i n i c  w i t h  r e g a r d  to  p a i n  r e l i e f .  T h i s  v i e w  
of  headache s u f f e r e r s  as h a v i n g  low e x p e c t a t i o n s  o f  
t r e a t m e n t  has been t aken  up in the s p e c i a l i s t  med ica l  
l i t e r a t u r e  on h e ad a c h e .  An e d i t o r i a l  o f  the  j o u r n a l  
Headache <Edmeads, 1 9 8 4 )  went  so f a r  as t o  say  t h a t  headache  
s u f f e r e r s  had ' n e g a t i v e  e x p e c t a t i o n s '  in the  sense t h a t  
t hey  e x p e c t e d  v i r t u a l l y  no b e n e f i t s  f rom m e d i c a t i o n  or  
medica l  t r e a t m e n t .  The e d i t o r i a l  then s p e c u l a t e s  t h a t  
' n e g a t i v e  e x p e c t a t i o n s '  may be a p o s s i b l e  e x p l a n a t i o n  f o r  
the modest  b e n e f i t s  t y p i c a l l y  a c h i e v e d  by m e d i c a l  
t r e a t m e n t s  in t h i s  a r e a .  P l a c e b o  e f f e c t s ,  i t  i s  a r g u e d ,  
depend p a r t i a l l y  upon the mechanism o f  p a t i e n t s '  e x p e c t a n c y  
of  b e n e f i t s .  Thus  one reason why c h r o n i c  headache  
s u f f e r e r s  do no t  r esp o n d  to  any form o f  m e d i c a t i o n  i s  t h a t  
t hey  have ' f i x e d  and u n y i e l d i n g  e x p e c t a t o n s  t h a t  t hey  
cannot  be h e l p e d '  ( Edmeads, 1 9 8 4 :  3 4 3 ) .  Whe t her  or  not  such 
s p e c u l a t i o n  i s  sound,  i t  i s  c l e a r  t h a t  such c l i n i c a l  
i mp r es s i on s  o f  the  modest  n a t u r e  o f  p a t i e n t s '  e x p e c t a t i o n s  
i s  c o n s i s t e n t  w i t h  the v i e ws  o f  p a t i e n t s  o b t a i n e d  f rom our  
i n i t i a l  i n t e r v i  e w s .
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The c o n c e rn s  o f  p a t i e n t s
Thus the a p p a r e n t l y  s i mp l e  p r o p o s i t i o n  -  t h a t  
p a t i e n t s '  s a t i s f a c t i o n  i s  i n f l u e n c e d  by the e x t e n t  t o  whi ch  
t h e i r  t r e a t m e n t  mat ches  p r i o r  e x p e c t a t i o n s  -  p r o v e s  t o  be 
more d i f f i c u l t  t o  examine in p r a c t i c e .  Some i n v e s t i g a t o r s  
( R e a d e r ,  e t  a l . ,  1957 )  have been l e d  t o  c o nc l u d e  t h a t  
p a t i e n t s  i nde ed  have few e x p e c t a t i o n s  and p r e f e r  p a s s i v e l y  
to l ea v e  e v e r y t h i n g  in the hands of  the d o c t o r .  O t h e r s  
( f o r  example L o c ke r  and D u n t , 1 9 7 8 : 2 8 9 )  s u p p o r t  the v i ew  
t h a t  t h i s  may p a r t i c u l a r l y  be the case w i t h  f o r ms  o f  
medica l  c a r e  t h a t  a r e  u n f a m i l i a r  t o  the p a t i e n t .  Locker  
and Dunt go on t o  argue  t h a t ,  g i v e n  t h a t  p a t i e n t s  may f orm  
t h e i r  e x p e c t a t i o n s  on the b a s i s  o f  p a s t  e x p e r i e n c e ,  i t  i s  
i m p o r t a n t  t o  d i s t i n g u i s h  between on the  one hand such 
e x p e c t a t i o n s  wh i ch  may be c o n s i d e r a b l y  m o d i f i e d  by a c t u a l  
e x p e r i e n c e ,  and on the o t h e r  hand p a t i e n t  d e f i n e d  ' n e e d '
: ' R e s e a r c h  on consumer o p i n i o n  c o u l d  be e x t e n d e d  to  
i n c l ud e  d a t a  on the p e r c e p t i o n  o f  need and how f a r  
consumers e x p e c t  s e r v i c e s  t o  meet  t hese  n e e d s '  ( L o c k e r  and  
D u n t , 1 9 7 8 : 2 8 9 ) .  I n  o t h e r  words p a t i e n t s '  v i e w s  o f  t h e i r  
h e a l t h  p r o b l ems  and o f  t h e i r  needs in r e l a t i o n  t o  p r ob l ems  
may be a f i r m e r  b a s i s  than t h e i r  e x p e c t a t i o n s  f o r  the  
purpose o f  u n d e r s t a n d i n g  subsequent  l e v e l s  o f  s a t i s f a c t i o n .
As Cooper  s u c c i n c t l y  e x p r e s s e s  i t :  ' " N e e d s "  a re  
those demands wh i ch  in the o p i n i o n  o f  the d o c t o r  r e q u i r e  
medica l  a t t e n t i o n '  ( C o o p e r , 1 9 7 5 : 2 0 ) .  I n  o t h e r  wor ds ,  the  
concept  o f  need has n o r m a l l y  been c o n f i n e d  t o  
p r o f e s s i o n a l l y  d e f i n e d  and a cc e p t e d  m ed i c a l  p r o b l e m s .  I t
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i s  l e s s  c l e a r  how the  p a t i e n t  may c o n t r i b u t e  t o  the  
d e f i n i t i o n  o f  n e ed s .  Thus a l t h o u g h  p a t i e n t  -  based  
p e r c e p t i o n s  o f  need a re  f r e q u e n t l y  c i t e d  in c o n c e p t u a l  
d i s c u s s i o n s  as d i s t i n c t  and i mp o r t a n t  components in h e a l t h  
car e  systems ( f o r  e xa mp l e ,  L o n g , 1 9 8 5 ) ,  l e s s  a t t e n t i o n  has  
been g i v e n  t o  t h e i r  e m p i r i c a l  i n v e s t i g a t i o n .  The p a t i e n t s  
i n v e s t i g a t e d  in t h i s  s t u d y  p r e s e n t e d  q u i t e  homogeneous  
problems in one sense -  f rom a medica l  p o i n t  o f  v i e w  a l l  
the p a t i e n t s '  symptoms c o u l d  be s i m p l y  be d e s c r i b e d  as  
' f u n c t i o n a l  h e a d a c h e s ' .  On the o t h e r  hand the p a t i e n t s '  
e x t en d e d  d e s c r i p t i o n s  o f  t h e i r  symptoms i n d i c a t e d  t h a t  
headaches c o u l d  pr ove  t o  be a h e a l t h  p r ob l em in a number of  
d i f f e r e n t  ways and c o u l d  g i v e  r i s e  t o  v a r y i n g  c o n c e r n s  on 
the p a r t  o f  p a t i e n t s .
As has been shown,  p a t i e n t s  were r a r e l y  a b l e  t o  say  
in so many words  p r e c i s e l y  what  t h e i r  e x p e c t a t i o n s  o f  the  
c l i n i c  w e r e .  To be a b l e  t o  do so woul d  have r e q u i r e d  a 
c l e a r e r  u n d e r s t a n d i n g  o f  the range  o f  p r o f e s s i o n a l  
c o n t r i b u t i o n s  a p p r o p r i a t e  t o  the t r e a t m e n t  o f  headache  than  
most p a t i e n t s  p o s se s s e d .  On the o t h e r  hand p a t i e n t s  d i d  
n o t i c e a b l y  d i f f e r  in the ways t hey  e x p e r i e n c e d  headaches  as  
a p r ob l e m.  The c on ce p t  o f  ' c o n c e r n '  i s  he r e  used t o  t r y  t o  
c a p t u r e  some o f  the d i f f e r e n t  e x p e r i e n c e s  o f  headache and  
a s s o c i a t e d  g o a l s  in s e e k i n g  t r e a t m e n t .  The term ' g o a l '  
i t s e l f  i s  a v o i d e d  because i t  c a r r i e s  the same r i g i d l y  
c o g n i t i v e  a s s o c i a t i o n s  as ' e x p e c t a t i o n s ' .  I n  o t h e r  words  
' g o a l s '  wou l d  i mpl y  c l e a r l y  d e f i n e d  ' w a n t s '  t h a t  the  
p a t i e n t  may d e s c r i b e  in p r e c i s e  t e r ms .  ' C o n c e r n '  as a 
concept  comes c l o s e r  t o  the emot i ona l  and c o g n i t i v e
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a s p e c t s  o f  h e l p  s e e k i n g  in which a n x i e t y  and u n c e r t a i n t y  
may be a s a l i e n t  e x p e r i e n c e .  In f o c u s i n g  upon how p a t i e n t s  
d e s c r i b e d  t h e i r  h eadaches  and how t h e y  hoped f o r  h e l p ,  a 
f i n i t e  number o f  themes emerged and f o r  a l m o s t  a l l  p a t i e n t s  
a m a j o r  concern  c o u l d  be i d e n t i f i e d  t h a t  most  r e p r e s e n t e d  
h i s  or  her  e x p e r i e n c e  o f  headaches  and sense o f  need f o r  
h e l p .  Four  d i f f e r e n t  c o n c e r n s  in p a r t i c u l a r  were  common 1 y 
f ound  in p a t i e n t s '  d e s c r i p t i o n s  o f  t h e i r  headaches  and  
r eas o n s  f o r  g o i n g  t o  a d o c t o r :
( 1 ) a concern f o r r e a s s u r a n c e ,
( 2 ) a concern f o r exp 1a n a t  i o n ,
( 3 ) a concern f o r p r e v e n t i o n  and
<4> a concern f o r s ymp t omat ic  r e l i e f .
I t  must be u n d e r l i n e d  t h a t  the f o c u s  o f  t h i s  s t u d y  
was on the r o l e  o f  e x p e c t a t i o n s  in i n f l u e n c i n g  
s a t i s f a c t i o n .  I t  i s  a r g u e d  here  t h a t  a c o n c e p t u a l  s h i f t  t o  
' c o n c e r n s '  p r o v i d e s  a c l e a r e r  means o f  d e s c r i b i n g  and 
d e l i n e a t i n g  the main g o a l s  o f  a t t e n d i n g  the  c l i n i c  
d e s c r i b e d  by s amp l e .  However p a t i e n t s  were n o t  asked  in a 
s p e c i f i c  q u e s t i o n  t o  i d e n t i f y  t h e i r  ma j o r  con ce r n  and the  
conce pt s  have a p r o x i m a t e  r e l a t i o n s h i p  to  p a t i e n t s '  
m o t i v a t i o n s .  W h i l s t  c l e a r  in some p a t i e n t s ,  the  c on c e r n s  
of  o t h e r s  had t o  be more d i r e c t l y  i n f e r r e d  f r om the  p a t t e r n  
of  p a t i e n t s '  a c c o u n t s .  Each of  the f o u r  m a j o r  c o n c e r n s  
needs t o  be exami ned  in d e t a i l .
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Concern f o r  r e a s s u r a n c e
P a t i e n t s  in t h i s  f i r s t  group were c o n s i d e r e d  t o  be 
d i s t r e s s e d ,  w o r r i e d  and a n x i o u s  about  t h e i r  headaches  
p r i m a r i l y  because t h e y  were  concer ned  t h a t  symptoms were  
p o s s i b l y  no t  those o f  ' n o r m a l '  headaches but  p r e s a g e d  a 
more s e r i o u s  i l l n e s s .  A m a j o r i t y  o f  p a t i e n t s  in the  sample  
i n d i c a t e d  some o c c a s i o n a l  w o r r y  or  t hought  about  s e r i o u s  
d i s e a s e ,  and in 49 p a t i e n t s  a concern f o r  r e a s s u r a n c e  
appear  t o  be the main f o c u s  o f  the p a t i e n t  and the  domi nant  
r eason f o r  s e e k i n g  h e l p .
N e u r o l o g i s t s  a r e  aware t h a t  many p a t i e n t s  
p r e s e n t i n g  in t h e i r  c l i n i c s  w i t h  headache a re  a f r a i d  t h a t  
t hey  may have some s e r i o u s  i n t r a c r a n i a l  d i s e a s e  such as a 
b r a i n  tumour or  an i mpending  c e r e b r a l  haemor r hage .  W o r r i e s  
of  t h i s  k i n d  a rose  in the  sample f o r  a number o f  d i f f e r e n t  
r e a s o n s ,  but  n e a r l y  a l w a y s  i n v o l v e d  a p e r i o d  in wh i ch  the  
p a t i e n t  e v a l u a t e d  h i s  or  her  symptoms t o  d e c i d e  w h e t h e r  
t hey  were  o r d i n a r y  he ada c he s  or  a symptom o f  more s e r i o u s  
p a t h o l o g y .  Most  common 1 y the  p a t t e r n  of  headaches  changed  
e i t h e r  in terms o f  t h e i r  f r e q u e n c y ,  s e v e r i t y  or  d u r a t i o n .  
T h i s  change of  p a t t e r n  l e d  p a t i e n t s  t o  doubt  the  ' o r d i n a r y '  
n a t u r e  o f  the p r o b l e m .  Thus one p a t i e n t  e x p l a i n e d  a 
h i s t o r y  of  headaches  t h a t  commenced when she began u s i n g  
the c o n t r a c e p t i v e  p i l l .  She u n d e r s t o o d  her  g e n e r a l  
p r a c t i t i o n e r  as h a v i n g  d i a g n o s e d  the headaches as m i g r a i n e  
a s s o c i a t e d  w i t h  h e r  p e r i o d s .  However the d u r a t i o n  and  
s e v e r i t y  o f  e p i s o d e s  d e t e r i o r a t e d  and a f r i e n d  a d v i s e d  her  
t h a t  m i g r a i n e s  o n l y  l a s t e d  t h r e e  days .  Thus the p a t i e n t ,  by
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the t ime she was a t t e n d i n g  the  c l i n i c ,  had begun t o  t h i n k  
of  more s e r i o u s  p o s s i b i l i t i e s  such as a b r a i n  tumour and  
hoped t h a t  the s p e c i a l i s t  wo u l d  comf i r m her  o r i g i n a l  
u n d e r s t a n d i n g  t h a t  the  headaches  were  o n l y  m i g r a i n e .  In  a 
few cases  a s i n g l e  a l a r m i n g  e p i s o d e  pr oved  so unusual  and  
f r i g h t e n i n g  t h a t  f r i e n d s  or  f a m i l y  i n s i s t e d  t h a t  the  
p a t i e n t  go t o  the d o c t o r .  The p a t t e r n  o f  symptoms l e d  some 
p a t i e n t s  to  be v e r y  f r i g h t e n e d  and a l a r m e d .  P a t i e n t s  
d e s c r i b e d  t h e ms e l ves  as ' p a n i c k e d '  ' s c a r e d '  and ' t e r r i f i e d '  
by t h e i r  symptoms.  A l t h o u g h  o n l y  49 p a t i e n t s  were  r a t e d  as  
h a v i n g  t h i s  concern  f o r  r e a s s u r a n c e ,  a l t o g e t h e r  65 o u t  o f  
95 p a t i e n t s  app ea r ed  q u i t e  s i g n i f i c a n t l y  w o r r i e d  or  
f r i g h t e n e d  by t h e i r  h e ad a c h e s .
E i g h t e e n  o f  the  65 p a t i e n t s  w i t h  some s i g n i f i c a n t  
f e a r  about  s e r i o u s  o r g a n i c  d i s e a s e  c i t e d  someone p e r s o n a l l y  
known who d e ve l o p e d  a b r a i n  tumour or  haemor r hage .  Thus  a 
24 y e a r  o l d  t e a c h e r  c o m p l a i n e d  o f  s h o o t i n g  p a i n s  t h a t  
l a s t e d  a few seconds .  He a cknowl edged  the p o s s i b i l i t y  t h a t  
h i s  symptoms mi ght  be due t o  t e n s i o n  but  when asked about  
h i s  w o r r i e s  in r e l a t i o n  t o  the symptoms,  he s p o n t a n e o u s l y  
me n t i o n e d  t h a t  the mo t h e r  o f  a f r i e n d  o f  h i s  had s i m i l a r  
k i n d s  o f  sharp s t a b b i n g  head p a i n s  t o  h i s  own and was  
d i s c o v e r e d  to  have a b r a i n  t umour .  T h i s  had o c c u r r e d  j u s t  
t h r e e  months p r i o r  t o  the p a t i e n t ' s  r e f e r r a l  t o  the the  
n e u r o l o g i c a l  c l i n i c .
In many c as e s  where  the p a t i e n t  knew someone 
p e r s o n a l l y  who had d e v e l o p e d  a s e r i o u s  o r g a n i c  d i s o r d e r ,  
i n i t i a l  r e a c t i o n s  by o t h e r  p e op l e  t o  t h a t  p e r s o n ' s  symptoms
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had m a i n l y  c o n s i s t e d  o f  n o r m a l i s a t i o n  o f  the  p r o b l e m .
Ot her  peop l e  e x p l a i n e d  the  i n d i v i d u a l ' s  symptoms in te rms
of  ' o r d i n a r y '  h e ad a c h e s .  T h i s  added t o  the a n x i e t y  o f
p a t i e n t s  in the s t u d y  who were  p a r t i c u l a r l y  a f r a i d  t h a t
d o c t o r s  woul d  a l s o  n o r m a l i s e  t h e i r  symptoms and not
s p e c i f i c a l l y  c o n s i d e r  and e x c l u d e  o t h e r  s e r i o u s
p o s s i b i l i t i e s .  A 34 y e a r  o l d  mot her  o f  t h r e e  c h i l d r e n  who
worked as a k i t c h e n  a s s i s t a n t  in a school  p r e s e n t e d  w i t h  a
7 month h i s t o r y  o f  headaches  d e s c r i b e d  as p r e s s u r e  a t  the
back o f  the head which  u s u a l l y  l a s t e d  about  t h r e e  weeks .
T h i s  was somet imes a s s o c i a t e d  w i t h  a momentary  s e n s a t i o n  o f
s omet h ing  ' t i n g l i n g '  g o i n g  t h r ough  her  head ,  mak i ng h e r
f e e l  g i d d y .  A g a i n ,  when a sk e d  about  w o r r i e s  in r e l a t i o n  t o
the headaches she s p o n t a n e o u s l y  me n t i o n e d  s e v e r a l  o t h e r
p e o p l e ' s  h e a l t h  p r ob l ems  w i t h  which  she i d e n t i f i e d  and
which caused her  t o  w o r r y  about  her  own sympterns.
'  B e fo r e  I went  t o  the d o c t o r ,  my m o t h e r - i n - l a w  was  
t e l l i n g  me about  a l i t t l e  g i r l .  She was not  f e e l i n g  
w e l l ,  a l l  l e t h e r g i c .  The mot her  k ep t  s a y i n g :  " s h e ' s  
not  w e l l  because s h e ' s  run down." Poor c h i l d  had a 
tumour on the b r a i n  and was d a n g e r o u s l y  i l l  in 
hosp i t a l  . '
She went  on t o  d e s c r i b e  how her  f a t h e r  had had a 
door  f a l l  on h i s  head but  had r e f u s e d  t o  go t o  the d o c t o r .
He d i e d  of  a b r a i n  t umour .  Both e p i s o d e s  s i g n i f i e d  t o  the  
p a t i e n t  how m i s l e a d i n g  i t  can be to  n e g l e c t  or  t r i v i a l i se 
symptoms.  In both cas e s  by o p t i n g  f o r  a ' n o r m a l ' e x p l a n a t i o n  
f o r  symptoms,  the s u f f e r e r  had n e g l e c t e d  a l i f e  t h r e a t e n i n g  
p r ob l em.  She was w e l l  aware t h a t  these  two e p i s o d e s  made 
her  ' t e n d  to  look on the b l a c k  s i d e  o f  e v e r y t h i n g ' .  A f t e r  
her  f a t h e r ' s  p r ob l e m ,  she f o u n d  t h a t  e v e r y  newspaper  t h a t  
she p i c k e d  up seemed t o  be r e f e r r i n g  t o  b r a i n  tumours and
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s t r o k e s .  T h i s  p a t i e n t ' s  p e r c e p t i o n s  a re  i m p o r t a n t  f o r  
a n o t h e r  r e a s o n .  Her f a t h e r ' s  tumour was o f  p a r t i c u l a r  
concern  t o  her  s i n c e  she f e l t  t h e r e  m i ght  be a f a m i l i a l  
t e nde ncy  t owa r ds  such p r o b l e m s.  I t  woul d  a p pear  f rom o t h e r  
r e s e a r c h  i n v e s t i g a t i n g  l a y  b e l i e f s  about  d i s e a s e  t h a t  
h e r e d i t y  i s  a much more common e x p l a n a t i o n  f o r  d i s e a s e  than  
i s  a c c e p t e d  in m e d i c a l  s c i e n c e .  I n d i v i d u a l s  f r e q u e n t l y  
r e s o r t  t o  h e r e d i t y  t o  e x p l a i n  the o c cu r r e n c e  o f  i l l n e s s  in 
the f a m i l y  <B1ax t e r , 1 9 8 3 )  and e v a l u a t e  t h e i r  own 
v u l n e r a b i l i t y  t o  p a r t i c u l a r  d i s o r d e r s  d i f f e r e n t l y  i f  t h e r e  
i s  a ' f a m i l y  h i s t o r y '  (Morgan e t  a l . , 1 9 8 5 ) .  One way in 
which some p a t i e n t s  had become p a r t i c u l a r l y  a l a r m e d  and  
t h r e a t e n e d  by t h e i r  headaches  was where the p a t i e n t  had a 
c l o s e  f a m i l y  member whose headaches  or  r e l a t e d  symptoms  
d e ve l o p e d  i n t o  a s e r i o u s  d i s e a s e  such as a b r a i n  tumour or  
ha emor r hage .  T h i s  was the case w i t h  s i x  out  o f  65  p a t i e n t s  
w i t h  such f e a r s  in t h i s  samp l e .  Mechani c  ( 1 9 7 2 )  s u g g e s t s  a 
w i d e s p r e a d  and normal  p r o c e s s  i s  i n v o l v e d  when p a t i e n t s  
become a l a rm e d  by t h e i r  own ambiguous symptoms such as  
headaches  in c o n j u n c t i o n  w i t h  cues  f rom s e e i n g  o t h e r  
i n d i v i d u a l s '  i l l n e s s e s .  He a r g u e s  t h a t  p r o c e s s e s  o f  s o c i a l  
compar ison o c c u r .  The g r e a t e r  the p e r c e i v e d  s i m i l a r i t y  
between s e l f  and the person w i t h  a s e r i o u s  d i s o r d e r ,  the  
g r e a t e r  the l i k e l i h o o d  t h a t  the example w i l l  i n c r e a s e  the  
i n d i v i d u a l ' s  sense o f  t h r e a t  or  v u l n e r a b i l i t y  t o  the  same 
d i s e a s e .  T h i s  l i k e l i h h o d  o f  t h r e a t  f rom symptoms i s  
i n c r e a s e d  by e m o t i o n a l  a r o u s a l  and when more normal  
e x p l a n a t i o n s  f o r  symptoms a r e  e x h a u s t e d .
A l t o g e t h e r ,  24 out  o f  95 (25%) p a t i e n t s  m e n t i o n e d
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f e a r  o f  a b r a i n  tumour .  A f u r t h e r  t h r e e  p a t i e n t s  e x p r e s s e d  
the f o c u s  o f  t h e i r  f e a r  in t e rms  o f  ' c a n c e r ' ,  and ten  
p a t i e n t s  were  c o n ce r ne d  by f e a r s  o f  a b r a i n  haemorrhage  or  
' b l o o d  c l o t ' .  Thus a l t o g e t h e r  37 (39%)  o f  the  sample had  
w o r r i e s  o f  a s p e c i f i c  d i s e a s e .  A f u r t h e r  28 p a t i e n t s  were  
w o r r i e d  about  p o s s i b l e  s e r i o u s  i l l n e s s  but  e x p r e s s e d  t h i s  
concern in non s p e c i f i c  t e r m s .  The p r o p o r t i o n  o f  p a t i e n t s  
in P a c k a r d ' s  ( 1 9 7 9 )  q u e s t i o n n a i r e  based s t u d y  who a d m i t t e d  
to  b e i n g  w o r r i e d  about  a b r a i n  tumour in r e l a t i o n  t o  t h e i r  
headaches  was 26%. P ackar d  d i d  not  i n v e s t i g a t e  f e a r s  o f  
o t h e r  s e r i o u s  d i s e a s e s ,  and h i s  r e s u l t s  c anno t  be used as  
an e s t i m a t e  o f  the t o t a l  p r o p o r t i o n  o f  c l i n i c  p a t i e n t s  who 
have s e r i o u s  f e a r s  and w o r r i e s  in r e l a t i o n  t o  t h e i r  
he ada c he s .  A w i d e r  range  o f  f a c t o r s  were c o n s i d e r e d  in 
t h i s  s t u d y  compared w i t h  P a c k a r d ' s  d i r e c t  q u e s t i o n ,  in 
o r d e r  t o  g a i n  some e s t i m a t e  o f  f e a r s  and w o r r i e s  about  
s e r i o u s  d i s e a s e .  In  a d d i t i o n  t o  ment i on  o f  s p e c i f i c  
o r g a n i c  d i s e a s e ,  i n d i c a t i o n  o f  ' r e l i e f '  f rom our  
q u e s t i o n i n g  about  the  s u b j e c t ,  e v i d e n c e  t h a t  w o r r y  about  
s e r i o u s  d i s e a s e  was d i s r u p t i v e  t o  the p e r s o n ' s  l i f e  and 
i n v o l v e d  t h o u g h t s  t h a t  c o u l d  not  be c o n t r o l l e d  or  e v i d e n c e  
of  d i s c u s s i n g  such w o r r i e s  w i t h  o t h e r s  were a l l  f a c t o r s  
t aken i n t o  a ccount  t o  assess  t h i s  c o n c e r n .  I t  has been 
n ot ed  t h a t  p a t i e n t s  are  o f t e n  ' r e l u c t a n t  t o  v o l u n t e e r  
s u s p i c i o n s  t o  a c l i n i c i a n ,  f e a r i n g  t h a t  he or  she w i l l  be 
v iewed as i g n o r a n t  or  u n s o p h i s t i c a t e d '  ( B a r s k y ,  1 9 8 1 : 4 9 4 ) .  
The s o l u t i o n  s ug g e s t e d  by B a r sk y  and a dopt ed  in t h i s  
i n v e s t i g a t i o n  was ,  where n e c e s s a r y ,  t o  f a c i l i t a t e  
d i s c u s s i o n  by p o i n t i n g  out  t h a t  'many p eop l e  say  t h e y  have  
w o r r i e s  about  what  may be wrong w i t h  t h e m ' .  T h i s  a p p e a r e d
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to  u n c ov er  q u i t e  e x t e n s i v e  f e a r s  in the  sampl e .
Such f e a r s  may somet imes  a r i s e  out  of
m i s u n d e r s t a n d i n g s  o f  p r e v i o u s  m e d i ca l  e x p l a n a t i o n s .  For
exa mpl e ,  a 71 y ea r  o l d  woman, had s u f f e r e d  m i g r a i n o u s
headaches  f o r  a l mos t  40 y e a r s .  She had been f r e e  o f
e p i s o d e s  f o r  s e v e r a l  y e a r s  but  then e x p e r i e n c e d  a
p a r t i c u l a r l y  sev e r e  t h r o b b i n g  headache w i t h  scotoma
( t e m p o r a r y  l o s s  o f  v i s i o n )  w h i l s t  on a bus .  The e p i s o d e
f r i g h t e n e d  her  because she was u n a b l e  t o  remember names o f
f a m i l i a r  p eo p l e  f o r  s e v e r a l  h o u r s  a f t e r w a r d s .  She became
t e r r i f i e d  o f  h a v i n g  a s t r o k e ,  s o m e t h i n g  t h a t  she had seen
happen t o  s e v e r a l  f r i e n d s .  M o re ov er  her  GP' s  e x p l a n a t i o n
had added t o  her  a n x i e t y :
'My one f e a r  was t h a t  the  b l o o d  had not  moved o v er  my 
b r a i n .  My d o c t o r  had t o l d  me t h a t  a m i g r a i n e  i s  b l o o d  
h e l d  on one s i d e  o f  the  he ad .  And then when the  b l o o d
i s  r e l e a s e d ,  i t  g i v e s  you p a i n  on the o t h e r  s i d e .  So
I t ho u g h t  " i s  the b l o o d  becoming s t a t i c  over  my head  
and n o t  p a s s i n g  over ?"  '
C e r t a i n  f a c t o r s  were  c o r r e l a t e d  w i t h  w o r r y  about  
s e r i o u s  o r g a n i c  d i s e a s e .  P a t i e n t s  h a v i n g  headaches more  
o f t e n  than t w i c e  a week were  more o f t e n  w o r r i e d  than those  
whose headaches  were l e s s  f r e q u e n t  (Chi  S q u a r e = 6 . 1 4 ;  
d . f . = l ;  P < 0 . 0 5 ) .  Women were  more l i k e l y  t o  be w o r r i e d  than  
men (Chi  S q u a r e = 4 . 0 4 ;  d . f . = l ;  P < 0 . 0 5 ) .  Those w i t h  a 
subsequent  d i a g n o s i s  o f  t e n s i o n  headache compared w i t h  
o t h e r  d i a g n o s e s ,  and those w i t h  headaches  f o r  l e s s  than two 
y e a r s  compared w i t h  p a t i e n t s  w i t h  l o n g e r  h i s t o r i e s  were  
both more l i k e l y  to  be w o r r i e d  but  d i f f e r e n c e s  were not  
s t a t i s t i c a l l y  s i g n i f i c a n t .
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The r e l a t i o n s h i p  between p s y c h i a t r i c  m o r b i d i t y  and  
f e a r  about  s e r i o u s  d i s e a s e  was a l s o  c o n s i d e r e d .  Those  
r a t e d  as s u f f e r i n g  f r om h a v i n g  s i g n i f i c a n t  p s y c h i a t r i c  
symptoms a c c o r d i n g  t o  the P r e s e n t  S t a t e  E x a m i n a t i o n  (PSE)  
were more l i k e l y  t o  be a f r a i d  o f  s e r i o u s  i l l n e s s  (Chi  
S q u a r e = 4 . 6 5 ;  d . f . = l ;  P > 0 . 0 5 ) .  However ,  the m a j o r i t y  (57%)  
of  those  were  r a t e d  as s i g n i f i c a n t l y  w o r r i e d  by o r g a n i c  
d i s e a s e  were  not  i d e n t i f i e d  by the PSE as p s y c h i a t r i c a l l  y 
d i s t r e s s e d .  T h i s  f u r t h e r  s u p p o r t s  the v i e w t h a t  the many o f  
the p a t i e n t s '  f e a r s  a r ose  out  o f  a normal  r e a c t i o n  t o  a 
c o m b i n a t i o n  o f  unusual  c i r c u m s t a n c e s  -  t h a t  i s  symptoms  
t h a t  changed in n a t u r e  in a l a r m i n g  or  unusual  ways  
somet imes in a s s o c i a t i o n  w i t h  s o c i a l  e v i d e n c e  t o  the  
p a t i e n t  o f  the  dan g e r s  o f  a p p a r e n t l y  i n n o c en t  symptoms.
There  a p p e a r e d  t o  be few p a t i e n t s  whose w o r r i e s  c o u l d  be 
r e g a r d e d  as h y p o c h o n d r i a c a l ,  in the sense o f  a ' p s y c h i a t r i c  
syndrome composed o f  " f u n c t i o n a l  " scxnat i c symptoms,  f e a r  
of  d i s e a s e ,  b o d i l y  p r e o c c u p a t i o n  and the p e r s i s t e n t  p u r s u i t  
of  m e d i c a l  c a r e '  ( B a r s k y  and K l e r m a n , 1 9 8 3 : 2 7 3 ) .  I f  t h a t  
term i s  t a k e n  t o  r e f e r  t o  ' a n  u n r e a l i s t i c  i n t e r p r e t a t i o n  o f  
o n e ' s  b o d i l y  s e n s a t i o n s  as a b n o r m a l ,  l e a d i n g  t o  the f e a r  
and b e l i e f  t h a t  one has a s e r i o u s  d i s e a s e '  ( B a r s k y  and 
K l e r m a n , 1 9 8 3 : 2 8 4 ) ,  then v e r y  few o f  the p a t i e n t s  in the  
sample wou l d  appear  t o  w a r r a n t  t h i s  l a b e l .  The p a t t e r n  o f  
f e a r s  in t h i s  c l i n i c  l e n d s  s u p p o r t  t o  the v i ew  
( A p p l e b y , 1987 )  t h a t  d i s t r e s s i n g  f e a r s  about  d i s e a s e  canno t  
be e x p l a i n e d  s o l e l y  in terms o f  u n d e r l y i n g  d i s o r d e r s  o f  
a f f e c t  such as d e p r e s s i o n  and may c o n s t i t u t e  a d i s t i n c t  
c l i n i c a l  p r o b l e m .  I t  may be o b s er ve d  t h a t  d i s e a s e  w o r r i e s  
have been shown t o  be e x t r e m e l y  common in such d i v e r s e
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med i ca l  s e t t i n g s  as STD c l i n i c s  and c a r d i o l o g y  c l i n i c s  
<Mayou , 1976 )  y e t ,  as Mayou a r g u e s ,  l i t t l e  i s  known about  
the o r i g i n s  or  p r o g n o s i s  o f  such f e a r s .  I n  the second  
s t u d y  r e p o r t e d  in t h i s  t h e s i s  an e f f o r t  i s  made t o  measure  
the amount and n a t u r e  o f  f e a r s  about  d i s e a s e  p r e s e n t  in an 
STD c l i n i c .  F e a r s  and c on ce r ns  o f  t h i s  n a t u r e  a re  f ound  t o  
be common. A g a i n  i t  i s  a r gued  f r om t he  e v i d e n c e  o f  the STD 
c l i n i c  s t u d y  t h a t  such d i s t r e s i n g  c o n c e r n s  cannot  be 
r ed u ce d  t o  u n d e r l y i n g  p r i m a r y  a f f e c t i v e  d i s o r d e r s  in the  
way t h a t  some w r i t e r s  have s ug g e s t e d  ( K e n y o n , 1 9 6 4 ) .
A concern  f o r  e x p l a n a t i o n
Most  p a t i e n t s  who wan t ed  t o  know what  t h e i r  
symptoms were  due t o  were f r i g h t e n e d  o f  more s e r i o u s  
i l l n e s s e s  as d e s c r i b e d  above .  A smal l  number o f  p a t i e n t s  
( s i x ) ,  who m i g h t  e a s i l y  have been c h a r a c t e r i s e d  in te rms o f  
a concern  f o r  r e a s s u r a n c e  a re  d i s t i n g u i s h e d  here  because  
they  d i d  n o t  a ppea r  over  c o n ce r n e d  a bout  p o s s i b i l i t i e s  o f  
more s e r i o u s  d i s e a s e s ,  but  i n s t e a d  s i m p l y  wan t ed  an 
e x p l a n a t i o n  f o r  symptoms which  t h e y  a c c e p t e d  as ' normal  
h e a d a c h e s ' .  The need f o r  an e x p l a n a t i o n  i s  i m po r t a n t  in 
most i n d i v i d u a l s '  e x p e r i e n c e  o f  i l l n e s s  and many p a t i e n t s  
in t h i s  sample who e i t h e r  wan t ed  r e a s s u r a n c e ,  sympt omat ic  
t r e a t m e n t  or  a more b a s i c  p r e v e n t i v e  i n t e r v e n t i o n  by the  
s p e c i a l i s t  a l s o  wan t ed  an e x p l a n a t i o n  f o r  t h e i r  symptoms.  
These p a t i e n t s  a re  d i s t i n g u i s h e d  o n l y  because an 
e x p l a n a t i o n  a p p e a r s  t o  be the s o l e  r ea s on  f o r  s e e k i n g  h e l p .
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A case t h a t  i l l u s t r a t e s  t h i s  c on ce r n  i s  t h a t  o f  a
t we n t y  two y e a r  o l d  s i n g l e  woman s t u d y i n g  law a t  c o l l e g e .
She p r e s e n t e d  c o m p l a i n i n g  o f  p r e s s u r e  a t  the  back o f  the
head.  These e p i s o d e s  n o r m a l l y  l a s t e d  a day and were o f t e n
accompanied by f e e l i n g s  of  s i c k n e s s .  She had had the
headaches  f o r  some 3 months and,  a t  the  t i me  she was
r e f e r r e d ,  she was s u f f e r i n g  e p i s o d e s  most  o f  the  t i m e .  She
had a t t e n d e d  h e r  GP on a t  l e a s t  15 o c c a s i o n s  in t h i s  t h r e e
month p e r i o d  in s ea r c h  o f  an e x p l a n a t i o n  f o r  her  symptoms
and d e s c r i b e d  h e r  concern  t hus :
'He [ t h e  GP] was p u t t i n g  i t  down t o  my c h i l d h o o d ,  not  
b e i n g  a b l e  t o  t a l k  to  my p a r e n t s  -  a l l  t h a t  k i n d  o f  
t h i n g .  I t  sounded q u i t e  c o h e r e n t .  I ' m  no t  sure  t h a t  
I a g r e e d  w i t h  h i m,  but  he made out  q u i t e  a good case  
t h a t  t h a t  was what  i t  was.  I  was n e v e r  s a t i s f i e d .  He 
s a i d  t h a t  i t  was t e n s i o n  t h a t  m a n i f e s t e d  i t s e l f  in 
h e ad a c h e s .  What I c o u l d n ' t  see was why i t  s hou l d  
s u d d e n l y  m a n i f e s t  i t s e l f  when I was 22 -  l i v i n g  away 
f rom home and not  under  those p r e s s u r e s  any more .
A l s o  why s h o u l d  i t  come out  a t  a t i me  when I ' m  f e e l i n g  
happy in m y s e l f ?  I was v e r y  p l e a s e d  t h a t  he s ho u l d  
t r y  t o  g e t  t o  the bot t om of  i t  and no t  t r y  t o  palm me 
o f f  w i t h  more p i l l s .  I ' m  s t i l l  l e f t  w i t h  the q u e s t i o n  
o f  why the  headaches  o c c u r r e d  in the  f i r s t  p l a c e .  I t  
woul d  be s he e r  i n t e l l e c t u a l  l a z i n e s s  on my p a r t  t o  
d i s m i s s  i t  as p h y s i c a l  i l l n e s s  t h a t  w i l l  be p r o b a b l y  
ge t  b e t t e r .  I t h i n k  t h e r e ' s  p r o b a b l y  s omet h i n g  b e h i n d  
i t .  I ' v e  had t o  t h i n k  about  my s e l f ,  my home because  
o f  the  h e a d a c h e s . '
At  the  t i me of  i n t e r v i e w ,  j u s t  b e f o r e  s e e i n g  the
c o n s u l t a n t ,  she d i s p l a y e d  no a n x i e t y  a t  a l l  about  more
s i n i s t e r  s e r i o u s  p o s s i b i l i t i e s  and u n d e r l i n e d  r a t h e r  the
p u z z l emen t  t h a t  had l e d  to  her  r e p e a t e d  v i s i t s  t o  her  GP:
' I can see good argument s  f o r  s a y i n g  i t  woul d  be 
caused by p r e s s u r e .  I h a v e n ' t  c l o s e d  my mind t o  t h a t .  
But I f i n d  i t  v e r y  ha r d  to  see why a t  t h i s  moment i t  
s h o u l d  come out  in t h i s  w a y . '
Thus those  w i t h  a concern  f o r  e x p l a n a t i o n  l a r g e l y  
sought  an answer  t o  what  mi gh t  be t h o u g h t  o f  as an 
i n t e l l e c t u a l  q u e s t i o n .  There  i s  no doubt  t h a t  the law
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s t u d e n t  f e l t  p a i n  and d i s t r e s s  d u r i n g  headache  e p i s o d e s  and  
would  have p r e f e r r e d  t h a t  t h i s  d i d  not  happen .  However the  
dominant  c o n c e rn  conveyed by her  and by o t h e r s  was a need  
f o r  e x p l a n a t i o n s  r a t h e r  than a c u r e .
Concern f o r  p r e v e n t i o n
The d i s t i n c t i v e  f e a t u r e  o f  the 24 p a t i e n t s  w i t h  a 
concern f o r  p r e v e n t i o n  i s  p r i m a r i l y  a n e g a t i v e  
c h a r a c t e r i s t i c  -  t h e y  d i d  not  want  f u r t h e r  sympt omat ic  
t r e a t m e n t .  They  w i s h e d  somehow t o  t a c k l e  the  u n d e r l y i n g  
probl em t h a t  c r e a t e d  or  caused r e g u l a r  h e a d a c h e s .  I t  i s  in 
t h i s  sense t h a t  t h e y  had a p r e v e n t i v e  o r i e n t a t i o n  to  
headaches .  They  w i sh e d  to t ake  a c t i o n s  t h a t  wou l d  p r e v e n t  
or  a t  l e a s t  r e d u c e  the o c cu r r e n c e  o f  t h e i r  head a c h e s .  Not  
a l l  the p a t i e n t s  c o u l d  say v e r y  c l e a r l y  how t h i s  mi gh t  be 
a c h i e v e d ;  o f t e n  the  p a t i e n t  had l i t t l e  more than a vague  
hope t h a t  the  s p e c i a l i s t  because o f  h i s  e x p e r t i s e  would  
approach the  t r e a t m e n t  o f  headaches  in a more fundament a l  
way than the  sympt omat i c  management o f  the  GP. In some 
cases p r e v e n t i v e  m e d i c a t i o n  was s t i l l  c o n s i d e r e d  
a p p r o p r i a t e  p r o v i d e d  i t  was s p e c i f i c  t o  t h e i r  symptoms and 
not  mere p a l l i a t i v e  t r e a t m e n t .  For  o t h e r  p a t i e n t s  no 
m e d i c a t i o n  w o u l d  have been a c c e p t a b l e  and more ' p r i m a r y  
p r e v e n t i o n '  was e s s e n t i a l .  S p e c i f i c  e n v i r o n m e n t a l ,  d i e t a r y  
or p s y c h o s o c i a l  f a c t o r s  woul d  need t o  be e v a l u a t e d  by the  
s p e c i a l i s t .  O t h e r s  were l e s s  c l e a r .  T h i s  more g ener a l  
e x p e c t a n c y  i s  summar ised in the f o l l o w i n g  s t a t e m e n t  by a
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p a t i e n t :  ' I ' m  h e r e  t o  f i n d  out  what  you can do t o  f i n d  out  
what  cau s e s  m i g r a i n e  so t h a t  you can s t o p  i t  b e f o r e  i t  
h a p p e n s . '
A n o t h e r  p a t i e n t  summar ises e q u a l l y  g e n e r a l  
e x p e c t a t i o n s :  ' I  d o n ' t  know wh e th e r  m i g r a i n e  i s  somet h i n g  
y ou ' v e  j u s t  got  t o  l i v e  w i t h .  I d i d n ' t  e x p e c t  a cur e  -  but  
somet h ing  -  why i t  s t a r t s  u p . . .  why we g e t  t h e m . '
As both  o f  t he s e  q u o t a t i o n s  su g g e s t  and as w i l l  be
shown s h o r t l y ,  t h i s  concern  was p a r t i c u l a r l y  a s s o c i a t e d
w i t h  p a t i e n t s  w i t h  m i g r a i n e .  Mac i n t y r e  and Oldman <1977)
d i s c u s s  m i g r a i n e  as f r e q u e n t l y  i n v o l v i n g  a s e r i e s  o f
d i s c r e t e  phases  or  s t a g e s  in a ' c a r e e r '  o f  s u f f e r i n g .  They
d e s c r i b e  one t y p i c a l  ' c a r e e r '  in wh i ch  the  p a t i e n t  passes
through an i n i t i a l  ' a n o m i c '  phase o f t e n  d u r i n g  c h i l d h o o d ,
in whi ch  h eadaches  a r e  i n e x p l i c a b l e  and u n p r e d i c t a b l e .  The
p a t i e n t  then p asses  through an ' i d e n t i f i c a t o r y '  s t a g e  in
w h i c h ,  o f t e n  a f t e r  e x h a u s t i v e  i n v e s t i g a t i o n ,  the  d i a g n o s i s
of  m i g r a i n e  i s  made and in some cases  c o n f i r m e d  by a
s p e c i a l i s t .  At  t h i s  p o i n t  the s u f f e r e r  may o v er  a number
of  y e a r s  pass  f r om s e e k i n g  a m e l i o r a t i v e ,  s ympt omat ic
t r e a t m e n t  t o  a p o i n t  a t  which he or  she s e e k s  more p e rs o n a l
and p r e v e n t i v e  t r e a t m e n t .  The p a t i e n t  or  o t h e r s  t r y i n g  to
he l p  the p a t i e n t  may seek a p e r sona l  i n t e r p r e t a t i o n  o f  the
s i g n i f i c a n c e  o f  t h e i r  d i s o r d e r .  Mac i n t y r e  as a m i g r a i n e
s u f f e r e r  h e r s e l f ,  d e s c r i b e s  how a t  t h i s  s t a g e ,  w h i l s t  a t
u n i v e r s i t y ,  she r e c e i v e d  numerous i n t e r p r e t a t i o n s  o f  her
m i g r a i n e  f r om h er  GP. She d e s c r i b e s  how h er  d o c t o r :
' . . v a r i o u s l y  i n f o r me d me t h a t  my m i g r a i n e  r e s u l t e d  
f r om my not  h a v i n g  a b o y f r i e n d ,  s u b l i m a t i n g  my d e s i r e
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f o r  c h i l d r e n ,  f o r  p o s t g r a d u a t e  s t u d i e s ,  and h a v i n g  
o v er  -  s t r o n g  i n t e r n a l i s e d  g u i l t  and a ch i e v em e nt  -  
s t r i v i n g s .  When I became d e pr es s e d  l e s t  a l l  these  
a n a l y s e s  were  t r u e ,  the m i g r a i n e  was a t t r i b u t e d  t o  
d e p r e s s i v e  t e n d e n c i e s . '  ( M c I n t y r e  and Oldman,  1 9 7 7 : 6 2 )
P a r t l y  because  o f  the u n s a t i s f a c t o r y  n a t u r e  and 
c o n t r a d i c t i o n s  o f  such p e rs o n a l  i n t e r p r e t a t i o n s  the  p a t i e n t  
may move on t o  a n o t h e r  c a r e e r  s t a ge  o f  s e e k i n g  more 
p h y s i c a l  p r o p h y l a c t i c  t r e a t m e n t  i f  he or  she c o n t i n u e s  t o  
s u f f e r  r e g u l a r  e p i s o d e s .  At  t h i s  s t a g e  the p a t i e n t  seeks  
m e d i c a t i o n s  or  o t h e r  me d i c a l  t r e a t m e n t s  t h a t  may r educe  the  
f r e q u e n c y  o f  e p i s o d e s .
Thus l ong  t e rm m i g r a i n e  s u f f e r e r s  w i l l  o f t e n  r e ac h  
a p o i n t  a t  w h i c h ,  once the d i a g n o s i s  i s  d e f i n i t e l y  
e s t a b l i s h e d ,  t h e y  seek p r e v e n t i v e  t r e a t m e n t ,  e i t h e r  in 
terms o f  p e r s o n a l  i n t e r p r e t a t i o n  of  t h e i r  d i s o r d e r  or  in  
terms o f  p r e v e n t i v e  m e d i c a t i o n .  Mac i n t y r e  and Oldman p o i n t  
out  t h a t  the  t i me  i t  may t ake  p a t i e n t s  t o  pass  through  
p r i o r  s t a g e s  o f  a ' m i g r a i n e  c a r e e r '  t o  r e a c h  t h i s  p o i n t  may 
v a r y  e n or m o u s l y .  P a t i e n t s  w i t h  an o n s e t  o f  m i g r a i n o u s  
symptoms d u r i n g  c h i l d h o o d  may i m m e d i a t e l y  be i d e n t i f i e d  as 
h a v i n g  the d i s o r d e r  i f  a p a r e n t  i s  a m i g r a i n e  s u f f e r e r  and 
s t r a i g h t a w a y  p r o p e l l e d  i n t o  the a m e l i o r a t i v e  t r e a t m e n t  
s e e k i n g  s t a g e .  O t h e r  s u f f e r e r s  may no t  be d i a g n o s e d  as  
m i g r a i n e  s u f f e r e r s  u n t i l  many y e a r s  l a t e r ,  i f  a t  a l l .
Of the 58 p a t i e n t s  in the s t u d y  who were  d i ag n o se d  
by the n e u r o l o g i s t  as h a v i n g  m i g r a i n e  o n l y  23 had a v e r y  
d e f i n i t e  and c l e a r  v i e w  o f  t h e i r  p r ob l em as b e i n g  m i g r a i n e .  
Ot h e r s  had c o n s i d e r e d  the  p o s s i b i l i t y  of  t h i s  d i a g n o s i s  but  
were s t i l l  unsure  about  i t .  T h i s  group o f  23  p a t i e n t s  had
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v e r y  f i x e d ,  d e f i n i t e  v i e w s  t h a t  in most  c a s e s  had been l ong  
e s t a b l i s h e d .  Above a l l ,  t h i s  group was s t r i k i n g  in t h a t  
the d i a g n o s i s  o f  m i g r a i n e  was one in t e r ms  o f  wh i ch  a l l  
o t h e r  i d e as  about  t h e i r  symptoms o f  headache were  o r g a n i s e d  
and d e s c r i b e d  t o  t he  i n t e r v i e w e r ,  w h e re a s  o t h e r  p a t i e n t s ,  
who r e c e i v e d  the  same d i a g n o s i s  f r om the n e u r o l o g i s t  d i d  
not  r e g u l a r l y  use t he  term t o  d e s c r i b e ,  o r g a n i s e  or  make 
sense o f  t h e i r  e x p e r i e n c e s .  More than h a l f  ( 1 4 )  o f  the  24  
p a t i e n t s  w i t h  a p r e v e n t i v e  concern  came f r om t h i s  group o f  
p a t i e n t s  w i t h  s t r o n g  v i e w s  o f  t h e i r  p r ob l em as m i g r a i n e .
Some o f  t hese  p a t i e n t s  w i t h  a v e r y  d e f i n i t e  d e f i n i t i o n  o f  
t h e i r  symptoms as m i g r a i n e  a l s o  had o t h e r  c l e a r  i d e as  
a b o u t ,  f o r  e x a mp l e ,  t he  causes  or  t r i g g e r s  o f  t h e i r  
e p i s o d e s .  Mac i n t y r e  and Oldman i n t r o d u c e  a v e r y  u s e f u l  
concept  t o  f u r t h e r  the  u n d e r s t a n d i n g  o f  the  l on g  term  
m i g r a i n e  s u f f e r e r ;  t h e y  r e f e r  t o  the p a t i e n t  as  ' e x p e r t ' .  
Many p a t i e n t s  d e v e l o p  q u i t e  e l a b o r a t e  u n d e r s t a n d i n g  o f  
t h e i r  own m i g r a i n e s ;  t h e y  may be s e n s i t i v e  t o  the  t r i g g e r s  
or c i r c u m s t a n c e s  t h a t  p rovoke  t h e i r  a t t a c k s  and d e v e l o p  
complex p a t t e r n s  o f  c o p i n g  w i t h  e p i s o d e s  t o  a l l e v i a t e  p a i n  
or r e d u ce  t h e i r  d u r a t i o n .  The p a t i e n t  w i l l  d e v e l o p  q u i t e  
c l e a r  v i e w s ,  f o r  e x a m p l e ,  o f  the b e n e f i t s  or  s i d e  e f f e c t s  
of  d i f f e r e n t  m e d i c a t i o n s  and o f  the  most  a p p r o p r i a t e  and  
h e l p f u l  ways o f  t a k i n g  m e d i c a t i o n .  T h i s  u n d e r s t a n d i n g  i s  
p e r so n a l  and p r a c t i c a l  and emerges f r om the  n e c e s s i t y  o f  
c op i ng  w i t h  a l i f e t i m e  o f  s u f f e r i n g  m i g r a i n e s .  The 
i mpor t ance  o f  t h e i r  c oncept  o f  ' e x p e r t '  i s  t h a t  i t  r e f e r s  
to e x p e r i e n t i a l  r a t h e r  than t h e o r e t i c a l  k n o wl e d g e ;  in o t h e r  
words p e r s o n a l  o b s e r v a t i o n  o f  e x p e r i e n t i a l  e v i d e n c e  becomes  
the b a s i s  o f  knowledge  r a t h e r  than p u r e l y  i n t e l l e c t u a l l y
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g a i n e d  e v i d e n c e .  The a d v i c e  o f  o t h e r  f e l l o w  s u f f e r e r s  may 
be o f  i m p o r t a n c e .  I n  some cases  t h i s  p e r s o n a l  a war eness  
and u n d e r s t a n d i n g  i s  s upp l eme nt e d  by a s s i m i l a t i n g  a v a i l a b l e  
me di c a l  Knowledge and r e s e a r c h  about  the  d i s o r d e r .  M i g r a i n e  
i s  a r e l a t i v e l y  s a f e  and un t h r e a t e n i n g  d i s o r d e r  and  
t h e r e f o r e  o f t e n  d i s c u s s e d  in the m e d i a .  P a t i e n t s  may a l s o  
j o i n  the  M i g r a i n e  A s s o c i a t i o n  whi ch  d i s s e m i n a t e s  
i n f o r m a t i o n  on c u r r e n t  t h i n k i n g  on the d i s o r d e r .  The  
c oncept  o f  the p a t i e n t  as ' e x p e r t '  i s  a l s o  i m p o r t a n t  
because t r a d i t i o n a l l y  the p a t i e n t  has been c o n c e i v e d  as  
p a s s i v e ,  l a c k i n g  s o p h i s t i c a t e d  knowledge o f  h i s  or  her  
d i s o r d e r  and d e pen dent  upon the m e d i c a l  p r o f e s s i o n  f o r  
i n f o r m a t i o n .  The e x p e c t a t i o n s  o f  t r e a t m e n t  may be 
d i f f e r e n t  and the  scope f o r  c o n f l i c t  between p a t i e n t  and 
d o c t o r  g r e a t e r ,  I t  i s  s ug g e s t e d  by F r e i d s o n  ( 1 9 7 0 ) ,  where  
p a t i e n t s  do d e v e l o p  such s p e c i a l i z e d  e x p e r t i s e  o f  t h e i r  
own.
One o f  the  main d eve l op me n t s  in m i g r a i n e  r e s e a r c h  
in r e c e n t  y e a r s  has been the i n v e s t i g a t i o n  o f  t he  d i s o r d e r  
as an a l l e r g i c  r e a c t i o n ,  e s p e c i a l l y  in r esponse  t o  c e r t a i n  
f oods  (Egger  e t  a l . ,  1983;  Monro e t  a l . , 1 9 8 4 ) .  En t hus i asm  
f o r  f o o d  a l l e r g i c  e x p l a n a t i o n s  f o r  i l l  h e a l t h  in m e d i c i n e  
a re  no t  u n i v e r s a l l y  s h a r e d  and some comment a t or s  c a s t  doubt  
on the  v a l i d i t y  o f  much of  the work in t h i s  f i e l d  
( P e a r s o n , 1 9 8 6 ) .  N e v e r t h l e s s  i t  has u n d o u b t e d l y  passed i n t o  
p o p u l a r  t h i n k i n g  in r e l a t i o n  t o  m i g r a i n e  and,  as obs er v e d  
e a r l i e r  in the d i s c u s s i o n  o f  p a t i e n t s '  e x p e c t a t i o n s ,  one o f  
the few commonly c i t e d  e x p e c t a t i o n s  o f  the c l i n i c  was t h a t  
the p o s s i b l e  r o l e  o f  d i e t  woul d  be d i s c u s s e d  w i t h  the
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s p e c i a l i s t .  W i t h  p a t i e n t s  who had c l e a r e r  v i e w s  o f  t h e i r  
p r ob l em and l o o k e d  t o  the c l i n i c  t o  c o n s i d e r  the  r ea s o n s  
f o r  t h e i r  h e a d a c h e s ,  c l e a r l y  d i e t  was a p a r t i c u l a r l y  
i m p o r t a n t  i s s u e ,  e s p e c i a l l y  f o r  many o f  the group w i t h  more  
d e f i n i t e  v i e w s  o f  t h e i r  symptoms.
However not  a l l  o f  the  p a t i e n t s  who f e l l  i n t o  the
group as h a v i n g  a d e f i n i t e  v i e w  o f  t h e i r  headaches  as
m i g r a i n e ,  had d e f i n i t e  g o a l s  or  e x p e c t a t i o n s  o f  the
s p e c i a l i s t .  Thus a 28 y e a r  o l d  school  t e a c h e r  had her
f i r s t  a t t a c k s  a t  the  age o f  14.  Her m o t h e r ,  who a l s o
s u f f e r e d  f r om m i g r a i n e ,  i m m e d i a t e l y  i d e n t i f i e d  them as
m i g r a i n e .  She r e p o r t e d  a h i s t o r y  o f  v a r i o u s  t r e a t m e n t s
r e c e i v e d  f r om h er  GP, r a n g i n g  f r om a n a l g e s i c s  t h r ough
p s y c h o t r o p i c  d r ug s  t o  m i g r a i n e  s p e c i f i c  t r e a t m e n t s .  She
d e s c r i b e d  t h i s  p r o c e s s  as ' t r i a l  and e r r o r ' .  She had
a t t e n d e d  her  g e n e r a l  p r a c t i c e  5 t i m e s  in the y e a r  b e f o r e
s e e i n g  the s p e c i a l i s t .  She d e s c r i b e d  the e v e n t s  l e a d i n g  t o
the r e f e r r a l  as f o l l o w s :
' I t  had got  t o  a "keep t a k i n g  the t a b l e t s "  s i t u a t i o n  
w i t h  the GP. I ' d  been th r ough  a bad p a t c h .  I n  f o u r  
days I ' d  had t h r e e  m i g r a i n e s .  I t ho u g h t  t h a t  was the  
t ime t o  see i f  t h e r e  was a n y t h i n g  e l s e .  The GP gave  
out  the  i d e a :  "Why d o n ' t  you t r y  a c l i n i c ? "  I 
t h o u g h t ;  " What have I got  t o  l o s e ,  i f  anybody knows 
what  t r e a t m e n t s  a r e  out  a t  the  moment,  o b v i o u s l y  
y o u ' r e  the p e o p l e  in touch w i t h  i t . "  '
She then added:  ' I dont  e x p e c t  them t o  be a b l e  to  
do a n y t h i n g  about  i t . '  Thus in t h i s  t y p i c a l  c a s e ,  the  
p a t i e n t  had no s p e c i f i c  e x p e c t a t i o n s  o f  the c l i n i c  e xc e p t  
t h a t  her  u n d e r s t a n d i n g  o f  the c l i n i c  as h a v i n g  s p e c i a l i s t  
e x p e r t i s e  l e d  t o  a t e n t a t i v e  hope t h a t  a more r e c e n t  or  
d i f f e r e n t  m e d i c a t i o n  m i g h t  be s u g g e s t e d .
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O t h e r  p a t i e n t s  in t h i s  group d i d  l ook  t o  the
s p e c i a l i s t  f o r  a more f un d a me n t a l  i n t e r v e n t i o n  than a
p r e s c r i p t i o n .  A 33 y e a r  o l d  h o u s e w i f e  m a r r i e d  t o  a
p o l i ce ma n  d e s c r i b e d  a h i s t o r y  o f  m i g r a i n e s  b e g i n n i n g  a t  the
age o f  12 .  A g a i n  i t  I s  n o t i c e a b l e  how e a r l y  in t h i s
h i s t o r y  t h a t  the  d i a g n o s i s  was e s t a b l i s h e d .  She s u f f e r e d
v i s u a l  d i s t u r b a n c e s  in her  f i r s t  a t t a c k  wh i ch  were  so
a l a r m i n g  t h a t  she was t a k en  home f rom school  and t a k en  to
the f a m i l y  d o c t o r .  He i m m e d i a t e l y  d i a g n o s e d  the  headaches
as m i g r a i n e .  S in ce  then she had taken  Mi g r i l  f o r  e p i s o d e s
and n e ve r  v i s i t e d  the  d o c t o r  o t h e r w i s e  in r e l a t i o n  t o
m i g r a i n e .  She e x p l a i n s  the s p e c i a l i s t  r e f e r r a l  as  due t o
o t h e r  i n d i v i d u a l s '  p r e s s u r e s  on h e r ;
' I had f o u r  a t t a c k s .  My husband s a i d  " I t h i n k  you 
ought  t o  go t o  the d o c t o r  about  i t . "  I s a i d ; "  T h e r e ' s  
n o t h i n g  t h e y  can d o . "  He s a i d  "Wel l  t h e r e ' s  no harm in 
g o i n g . "  I t s  s o m e t h i n g  I ' m  so used t o  h a v i n g  and I ' v e  
a l w a y s  known t h e r e  i s  no c u r e .  I ' v e  a l w a y s  j u s t  gone 
t o  the  d o c t o r  t o  g e t  a p r e s c r i p t i o n  f o r  more t a b l e t s .  
He n e v e r  asked me a n y t h i n g  about  the  m i g r a i n e  -  why I
e v e r  had them.  I had spoken t o  a f r i e n d  I used t o
work w i t h  who had been t o  the c l i n i c .  She s a i d  t h a t
t h e y  ask you a l o t  o f  q u e s t i o n s  and t r y  t o  f i n d  out
w h e t h e r  i t s  c e r t a i n  f o o d s  t h a t  a p pear  t o  t r i g g e r  i t  
o f f . '
Her  a ccount  r e v e a l s  s l i g h t l y  more a m b i t i o u s  
e x p e c t a t i o n s  o f  the s p e c i a l i s t ' s  r o l e  than p r e v i o u s  
p a t i e n t s .  She went  on t o  e x p l a i n  t h a t  she t h o u g h t  the  
s p e c i a l i s t  w ou l d  ask about  h e r  s o c i a l  b a ck g r ou n d  in o r d e r  
to e v a l u a t e  the  p o s s i b l e  r o l e  o f  s t r e s s .  I t  i s  i m p o r t a n t  
t h a t  h e r  e x p e c t a t i o n s  t h a t  the  causes  o f  m i g r a i n e  m i g h t  be 
e x p l a i n e d  a pp e a r e d  t o  d e r i v e  f rom someone e l s e ' s  account  of  
a r e f e r r a l . Her  own a ccount  i l l u s t r a t e s  a n o t h e r  common 
p a t t e r n  in t h i s  and in o t h e r  samples  o f  p a t i e n t s '  i l l n e s s
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b e h a v i o u r .  She had t o  be c o n v i n c e d  t o  v i s i t  the  d o c t o r  by 
her  husband and a l s o  by a f r i e n d ' s  e n c o u r a ge me n t .  The  
m a j o r i t y  o f  the  sample (79%)  d e s c r i b e d  t h e m s e l v e s  as h a v i n g  
spoken t o  someone e l s e  who recommended g o i n g  t o  the  d o c t o r  
f o r  the  symptoms.  Suchman ( 1 9 6 4 )  and Scambl er  e t  a l .  ( 1 9 8 1 )  
d e s c r i b e  s i m i l a r  p r o p o r t i o n s  o f  p a t i e n t s  c o n s u l t i n g  a 
d o c t o r  w i t h  symptoms as h a v i n g  f i r s t  c o n s u l t e d  a n t h e r  l a y  
person f o r  a d v i c e  about  a c t i o n .  Z o l a  ( 1 9 7 3 )  f o u n d  t h a t  one 
of  the most  i m p o r t a n t  f a c t o r s  i n f l u e n c i n g  the  d e c i s i o n  t o  
c o n s u l t  f o r  l ong  s t a n d i n g  symptoms i s  the  a d v i c e  or  
p r e s s u r e  o f  f r i e n d s  or  f a m i l y ,  a phenomenon he r e f e r s  t o  as  
' s a n e t  i on i n g ' .
P a t i e n t s  w i t h  m i g r a i n e  who l oo k ed  t o  the  d o c t o r  f o r  
more than s ympt omat ic  t r e a t m e n t  s t i l l  c o n c e i v e d  o f  the  
p o s s i b i l i t i e s  o f  m e d i c a l  a c t i o n  in f a i r l y  n a r r o w  t e r m s .
They hoped e i t h e r  f o r  more p r e v e n t i v e  m e d i c a t i o n  or  f o r  
some i n c r e a s e d  u n d e r s t a n d i n g  o f  the p e rs o n a l  c au s e s  o f  
t h e i r  m i g r a i n e ,  such as d i e t  or  p s y c h o l o g i c a l  f a c t o r s .
Only  one p a t i e n t  in the  sample c i t e d  a s p e c i f i c  a l t e r n a t i v e  
t h e r a p y .  T h i s  e x c e p t i o n  was a woman who had h e a r d  t h a t  a 
p a r t i c u l a r  s p e c i a l i s t  o f f e r e d  a cu p u n c t u r e  f o r  m i g r a i n e .
She had h e a r d  f a v o u r a b l e  a cc o u n t s  o f  a c u p u n c t u r e  f o r  
m i g r a i n e  in Canada.  D e s p i t e  e v i d e nc e  f o r  i t s  e f f i c a c y  in 
c h r o n i c  headaches  (Loh e t  a l . , 1 9 8 4 ) ,  a c u p u n c t u r e  i s  s t i l l  
r e g a r d e d  as a ' f r i n g e '  t r e a t m e n t  in m e d i c i n e  and i s  seldom  
o f f e r e d  as a t r e a t m e n t  f o r  headaches .  T h a t  o n l y  one 
p a t i e n t  s h o u l d  c i t e  i t  in our  i n v e s t i g a t i o n  i s  a t  l e a s t  
e v i d e nc e  o f  the a b i l i t y  o f  the med ica l  p r o f e s s i o n  t o  shape  
p u b l i c  e x p e c t a t i o n s .  The e x t e n t  to  which  such t r e a t m e n t
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e x p e c t a t i o n s  a re  met  by non m e di c a l  p r a c t i t i o n e r s  in  
B r i t a i n  i s  unknown.  I n  Canada,  8% o f  a l a r g e  sample o f  
m i g r a i n e  s u f f e r e r s  r e p o r t e d  e x p e r i e n c e  o f  a c u p u n c t u r e  
( P a r n e l l  and C o o p e r s t o c k , 1 9 7 9 ) .  The absence o f  any  
m e nt i on  o f  o t h e r  me t hods  o f  t r e a t m e n t  in our  sample  such as  
p s y c h o t h e r a p y , b i o f e e d b a c k  or  h y p n o s i s  i s  s i g n i f i c a n t  in  
t h a t  i t  u n d e r l i n e s  t he  a c c u r a t e  p u b l i c  p e r c e p t i o n  o f  the  
na r ro w range  o f  c o n v e n t i o n a l  t r e a t m e n t  a v a i l a b l e  in t h i s  
a r e a .
A l t h o u g h  the  d i s c u s s i o n  has c o n s t a n t l y  t r e a t e d  
p a t i e n t s '  e x p e c t a t i o n s  in t h i s  f i e l d  as mode s t ,  i t  must  
n e v e r t h e l e s s  be s i g n i f i c a n t  t h a t  in 38% o f  c as e s  the  
p a t i e n t  p l a y e d  an a c t i v e  r o l e  in a s k i n g  f o r  a r e f e r r a l  t o  
the s p e c i a l i s t  s u g g e s t i n g  a t  l e a s t  some p o s i t i v e  
e x p e c t a t i o n s  o f  a h e l p f u l  outcome on t h e i r  p a r t .  M o r e o v e r  
the group who were  more l i k e l y  t o  t ake  such i n i t i a t i v e  were  
the p a t i e n t s  who c l e a r l y  d e f i n e d  t h e i r  d i s o r d e r  as m i g r a i n e
Concern f o r  s ympt omat i c  r e l i e f
I t  has a l r e a d y  been i n d i c a t e d  t h a t  s ym p t omat ic  
r e l i e f  i s  a ma j o r  c on c e r n  o f  many p a t i e n t s  a t t e n d i n g  the  
n e u r o l o g i s t ,  a l t h o u g h  t he  e x p e c t a t i o n s  o f  r e l i e f  a r e  n o t  
p a r t i c u l a r l y  h i gh  or  u n r e a l i s t i c .  Onl y  15 p a t i e n t s  were  
r a t e d  as h a v i n g  t h i s  as t h e i r  m a j o r  concern  as so many 
p a t i e n t s  sought  s ym p t o m a t i c  r e l i e f  t h r ough more f u n d a m e n t a l  
i n t e r v e n t i o n s  f rom t he  s p e c i a l i s t .  I n  terms o f  Mac i n t y r e  
and O l dman ' s  schema o f  a headache ' c a r e e r ' ,  a con ce r n  f o r
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sympt omat i c  r e l i e f  may a r i s e  a t  any s t a g e  in the  e x p e r i e n c e  
of  c h r o n i c  he ada c he s .  P a t i e n t s  w i t h  a r e c e n t  o n s e t  or  
d e t e r i o r a t i o n  o f  he ada c he s  may seek sympt omat i c  r e l i e f .  
E q u a l l y  p a t i e n t s  w i t h  l on g  h i s t o r i e s  o f  s u f f e r i n g  h eadaches  
may d e c i d e  t h a t  t h e r e  i s  l i t t l e  t h e y  can p e r s o n a l l y  do t o  
a l t e r  t h e i r  l i f e  s t y l e  or  d i e t  t o  change the p a t t e r n  o f  
t h e i r  headaches  and may r e t u r n  a g a i n  t o  s e e k i n g  m e d i c a t i o n  
t h a t  a t  l e a s t  r e l i e v e s  the s e v e r i t y  o f  e p i s o d e s .
A q u i t e  c l e a r  s t a t e m e n t  o f  c on ce r ns  i s  p r o v i d e d  by
the f o l l o w i n g  r e s p o n d e n t .  A 21 y e a r  o l d  t y p i s t  m a r r i e d  t o  a
w e l d e r  d e s c r i b e d  t h r o b b i n g  p a i n s  t h a t  l a s t e d  f o r  s e v e r a l
hour s  and which were  u s u a l l y  a s s o c i a t e d  w i t h  f e e l i n g s  o f
nausea and ' e v e r y t h i n g  g o i n g  m i s t y '  in her  r i g h t  e y e .  Her
headaches  o c c u r r e d  a bout  once a week .  She d i d  not  d e f i n e
them as m i g r a i n e  b u t  r a t h e r  l i n k e d  them t o  p e r i o d s  o f
ex t reme  d i f f i c u l t i e s  in h e r  m a r r i a g e .  She v o l u n t e e r e d  t h a t
she had a l s o  in the  r e c e n t  p a s t  t a k en  an over dose  o f
t r a n q u i l l i z e r s  because  o f  h e r  m a r i t a l  p r o b l e m s .  She was
unsure  about  the e x t e n t  t o  wh i ch  t hese  d i f f i c u l t i e s
p r o v i d e d  a c ompl et e  e x p l a n a t i o n  o f  h e r  symptoms.  Her
G . P . ' s  t r e a t m e n t  o f  the  p r ob l em had been c o n f i n e d  t o
sympt omat ic  t r e a t m e n t  w i t h  a n a l g e s i c s  such as p a r a c e t a m o l .
He had e x p l a i n e d  t o  h e r  t h a t  her  headaches  were  ' t e n s i o n ' .
She d e s c r i b e d  her  l a s t  v i s i t  t o  the GP when he r e f e r r e d  her
to  the n e u r o l o g i s t  as  f o l l o w s :
' T h e y  were g e t t i n g  so bad .  I wan t ed  him t o  g i v e  me 
somet h i n g  s t r o n g e r .  I  s a i d  t o  him:  "The h eadaches  a r e  
g e t t i n g  w o r s e .  The Panadol  o n l y  h e l p  f o r  a w h i l e .  
S u r e l y  t h e r e  must  be s ome t h i ng  you can d o . "  I d i d n ' t  
mean him to  send me t o  a s p e c i a l i s t .  I ' d  passed out  
on two o c c a s i o n s ,  I t o l d  h i m.  I o n l y  r e a l l y  w a n t e d  
some t a b l e t s .  I was a b i t  s u p r i s e d .  I o n l y  r e a l l y  
wan t ed  some t a b l e t s  -  no t  to  be sen t  t o  a s p e c i a l i s t . '
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When i n t e r v i e w e d  a f t e r  h e r  h o s p i t a l  v i s i t ,  t h i s  
theme o f  o b t a i n i n g  m e d i c a t i o n  f o r  her  headaches s t i l l  
p r e d o m i n a t e d  in her  t h i n k i n g  about  the r e f e r r a l . She 
e x p l a i n e d :  ' 1  was a b i t  -  no t  e x a c t l y  d i s a p p o i n t e d  -  b u t  I 
a t  l e a s t  t houg ht  t h e y ' d  g i v e  me s omet h i n g  f o r  t h e m . '
V e r y  few p a t i e n t s  a p p e a r e d  t o  e xp e c t  d r a m a t i c  
r e s u l t s  f rom m e d i c a t i o n .  R a t h e r  i t  was a q u e s t i o n  o f  
' t r y i n g  somet h i n g  d i f f e r e n t ' .  One r eason  f o r  the  modest  
e x p e c t a t i o n s  o f  d r ug  t r e a t m e n t  amongst  p a t i e n t s  must  be 
t h e i r  p r i o r  e x p e r i e n c e  w i t h  m e d i c a t i o n .  P a t i e n t s  were  
asked t o  d e s c r i b e  a l l  m e d i c a t i o n s  t aken  f o r  headache  in the  
3 month p e r i o d  p r i o r  t o  b e i n g  r e f e r r e d  t o  the s p e c i a l i s t .  
The assessment s  p a t i e n t s  made w i t h  r e g a r d  t o  the  d i f f e r e n t  
m a j o r  c a t e g o r i e s  o f  t r e a t m e n t  a r e  i n d i c a t e d  in T a b l e  5 .
The numbers in the sample a r e  t o o  smal l  t o  r e g a r d  t h e s e  as  
u s e f u l  assessments  o f  the r e a l  b e n e f i t s  o f  d i f f e r e n t  
c a t e g o r i e s  o f  m e d i c a t i o n .  I t  a l s o  s h o u l d  be k e p t  in mi nd  
t h a t  t hese  assessment s  o f  m e d i c a t i o n  were made by a group  
of  p a t i e n t s ,  the  m a j o r i t y  o f  whom ap p ea r ed  in the  sample  
because t h e i r  headaches  were  d e t e r i o r a t i n g  t o  such a p o i n t  
t h a t  t h e y  c o n s u l t e d  a d o c t o r .  However t h e y  do p r o v i d e  f i r m  
e v i d e n c e  t h a t  p a t i e n t s '  p r e v i o u s  e x p e r i e n c e  o f  m e d i c a t i o n  
had not  been i m p r e s s i v e .  On l y  a smal l  m i n o r i t y  o f  p a t i e n t s  
found any k i n d  of  m e d i c a t i o n  v e r y  h e l p f u l  and in t he  case  
of  non p r e s c r i p t i o n  a n a l g e s i c s  and p s y c h o t r o p i c  d r u g s  the  
m a j o r i t y  r e p o r t e d  no b e n e f i t s .
The assessment s  o f  r e c e n t  m e d i c a t i o n  by the  sample
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of  p a t i e n t s  r e f e r r e d  t o  the  n e u r o l o g i s t  a r e  no t  d i s s i m i l a r  
t o  t hose  o b t a i n e d  by P a r n e l l  and C o o p e r s t o c K ' s ( 1 9 7 9 )  
i n v e s t i g a t i o n  o f  1 5 , 0 0 0  m i g r a i n e  s u f f e r e r s  in Canada.
T h e i r  sample i s  o f  m i g r a i n e  s u f f e r e r s  who had made 
e n q u i r i e s  t o  the M i g r a i n e  F o u n d a t i o n .  They f o u n d  t h a t ,  
w h i l s t  non p r e s c r i p t i o n  p a i n  k i l l e r s  were  the most  common 1 y 
used m e d i c a t i o n  in the  sample  (84% i n d i c a t e d  use a t  some 
t i m e ) ,  t h e y  were  r a t e d  f a i r l y  p o o r l y  by the s am p l e .  On l y  
4% r a t e d  the e f f e c t s  o f  non p r e s c r i p t i o n  p a i n  k i l l e r s  as  
' e x c e l l e n t ' ,  and 28% r a t e d  the  e f f e c t s  as ' f a i r ' .  
P s y c h o t r o p i c  dr ugs  were  a l s o  r a t e d  p o o r l y :  12% r a t e d  t h e i r  
e f f e c t s  as ' e x c e l l e n t '  and 37% as ' f a i r ' .  P r e s c r i b e d  p a i n  
k i l l e r s  were r a t e d  more p o s i t i v e l y :  as ' e x c e l l e n t '  by 23% 
and as ' f a i r '  by 47%. The assessment  o f  m i g r a i n e  -  
s p e c i f i c  dr ugs  v a r i e d  e n o r m o u s l y .  Thus i n j e c t i o n s  were  
q u i t e  h i g h l y  r a t e d ,  d e s c r i b e d  as ' e x c e l l e n t '  by 58%,  
whe re a s  o r a l  e r g o t a m i n e  was r a t e d  as ' e x c e l l e n t '  by o n l y  
12% o f  r e s p o n d e n t s .  Both s t u d i e s  a re  based on sampl es  o f  
r e s p o n d e n t s  who a r e  in some way m o t i v a t e d  t o  seek h e l p  f o r  
t h e i r  headaches  and t h e i r  r e s p o n s e s  may t h e r e f o r e  r e f l e c t  
s u f f e r e r s  who a re  l e s s  r e s p o n s i v e  t o  d r ug  t h e r a p y .  
N e v e r t h e l e s s  the  c oncept  o f  Edmeads i n t r o d u c e d  e a r l i e r ,  
t h a t  p a t i e n t s  w i t h  c h r o n i c  headache  may p r e s e n t  t o  the  
n e u r o l o g i s t  w i t h  ' n e g a t i v e  e x p e c t a t i o n s '  seems t o  be o n l y  a 
s l i g h t  e x a g g e r a t i o n  o f  many p a t i e n t s '  v ie w s  w i t h  r e g a r d  t o  
the g e n e r a l  e f f i c a c y  o f  m e d i c a t i o n  f o r  headache .  I n s t e a d  
of  r e f e r r i n g  t o  m e d i c a t i o n s  t h a t  m i g h t  ' c u r e '  t h e i r  
h ead a c h e s ,  p a t i e n t s  i n s t e a d  spoke of  a d e s i r e  t o  t r y  
s omet h i n g  ' n e w '  or  ' d i f f e r e n t ' .  The s p e c i a l i s t  was  
p e r c e i v e d  as a p o t e n t i a l  s ou r ce  o f  more 'up t o  d a t e '
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m e d i c a t i o n s ,  r a t h e r  than o f  ' m i r a c l e  c u r e s ' .  Thus w i t h  
r e g a r d s  t o  r e l i e f  by m e d i c a t i o n ,  t h i s  sample a p p e a r s  n o t  a t  
a l l  d i s s i m i l a r  t o  P a c k a r d ' s  d e s c r i p t i o n  o f  the  headache  
c l i n i c  a t t e n d e r s  he i n v e s t i g a t e d ,  as h a v i n g  q u i t e  modest  
e x p e c t a t  i ons .
I t  must be s a i d  as a c a u t i o n a r y  no t e  t h a t  the  
i n f e r e n c e  o f  ma j o r  c o n c e r n s  in p a t i e n t s '  i n t e r v i e w s  i s  n o t  
a l wa y s  easy  and i ndeed t h e r e  i s  a danger  o f  o v e r s i m p l i f y i n g  
the c o m p l e x i t i e s  o f  p a t i e n t s '  c o n t i n u o u s  s e a r c h  f o r  
s o l u t i o n s  t o  t h e i r  p r o b l e m s .  For  example not  a l l  p a t i e n t s  
who a p p ea r e d  m a i n l y  t o  want  sympt omat ic  r e l i e f  d e s c r i b e d  
t h e i r  m o t i v a t i o n s  in such c l e a r  t e rms  as the p a t i e n t  c i t e d  
above .  Some p a t i e n t s  d e s c r i b e d  a s i t u a t i o n  where  t h e r e  
headaches  had become such a p r ob l em t h a t  t h e y  wan t ed  ' t o  
get  s o m e t h i n g  d o n e ' ,  a l t h o u g h  e x p e r i e n c e  had l e d  them n o t  
to  e x p e c t  t h a t  p o w e r f u l  t r e a t m e n t s  m i g h t  be a v a i l a b l e .  
N e v e r t h e l e s s  p a r t i c u l a r l y  p a i n f u l  or  d i s t r e s s i n g  e p i s o d e s  
prompted the need f o r  some a c t i o n .  To some e x t e n t  i t  i s  
m i s l e a d i n g  t o  r e g a r d  such p a t i e n t s '  r e sp o n s e s  as b e i n g  
c a p t u r e d  by a s i n g l e  and f o c u s e d  c o n c e r n .  N e v e r t h e l e s s  in  
d r a w i n g  t o g e t h e r  the argument  o f  t h i s  c h a p t e r  i t  i s  
i m p o r t a n t  t o  r e s t a t e  some o f  the c o n c e p t u a l  l i m i t a t i o n s  o f  
t h i s  f i e l d  o f  e n q u i r y  ou t  o f  wh i ch  the r e s o r t  t o  ' c o n c e r n s '  
emerged.  One conmon theme in d i s c u s s i o n s  o f  p a t i e n t  
s a t i s f a c t i o n  i s  t h a t  p r i o r  e x p e c t a t i o n s  a re  c r u c i a l  
d e t e r m i n a n t s .  T h e r e  a r e  a m b i g u i t i e s  in the con ce p t  o f  
e x p e c t a t i o n s ,  e s p e c i a l l y  in t h a t  g o a l s  and hopes on the  one 
hand a r e  c o n f l a t e d  w i t h  p r e d i c t i o n s  and p r o b a b i l i t i e s  on 
the o t h e r  hand.  However i t  w ou l d  a p p e a r ,  a t  l e a s t  w i t h
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r e g a r d  to  the  p a t i e n t s  s t u d i e d  in the n e u r o l o g i c a l  c l i n i c ,  
t h a t ,  e s p e c i a l l y  w i t h  h e a l t h  c a r e  s e r v i c e s  o f  wh i ch  the  
p a t i e n t  has no p r i o r  e x p e r i e n c e ,  e x p e c t a t i o n s  a p p e a r  modest  
and u n c l e a r .  E q u a l l y  p a t i e n t s  do no t  f o r m u l a t e  c l e a r l y  
d e f i n e d  g o a l s  and o b j e c t i v e s  in te rms  o f  w h i ch  h o s p i t a l  
s e r v i c e s  a r e  then e v a l u a t e d .  I l l n e s s  i n v o l v e s  i n c h o a t e  and  
f l u i d  e mo t i o n s  and t h o u g h t s  t h a t  many c o n c e p t s  such as  
' e x p e c t a t i o n s '  do not  e a s i l y  c a p t u r e .  The l a t t e r  c o n c e p t  
i m p l i e s  an a b i l i t y  t o  s e t t l e  on s p e c i f i c  s o l u t i o n s  t h a t  the  
u n c e r t a i n t i e s  o f  i l l n e s s  make u n l i k e l y .  I n  c omp a r i n g  and  
c o n t r a s t i n g  p a t i e n t s '  a c c o u n t s  f o u r  d i f f e r e n t  domi nant  
p a t t e r n s  o f  symptoms,  r e sp o n s e s  t o  symptoms and m o t i v a t i o n s  
were d e t e c t e d .  The term ' c o n c e r n '  i s  used t o  convey  the  
s h i f t i n g  d i s c o m f o r t s ,  d i s t r e s s ,  w o r r i e s  and t h o u g h t s  
e x p e r i e n c e d  in r esp o n s e  t o  symptoms.  These d i f f e r e n t  
con ce r ns  convey  i m p o r t a n t  e l e m e n t s  o f  the p a t i e n t ' s  
p e r s p e c t i v e  a g a i n s t  wh i ch  subsequent  l e v e l s  o f  s a t i s f a c t i o n  
are  exami ned in the n e x t  c h a p t e r .
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CHAPTER 4 .  PATIENT SATISFACTION WITH NEUROLOGICAL CLI NI CS
I n  t h i s  c h a p t e r  p a t i e n t s '  r e a c t i o n s  and r e s p o n s e s  
to t h e i r  v i s i t  t o  the n e u r o l o g i c a l  c l i n i c  a r e  e xami ned .  
P a t i e n t s  v i e w s  were  o f t e n  d i f f i c u l t  t o  l a b e l  in te rms  o f  
' s a t i s f a c t i o n '  and ' d i s s a t i s f a c t i o n ' ,  and some r e a s o n s  f o r  
t h i s  d i f f i c u l t y  a r e  d i s c u s s e d .  Responses in t e rms  of  
p e r c e i v e d  b e n e f i t s  o f  the c l i n i c  v i s i t  were  however  c l e a r l y  
d i s c e r n i b l e  in i n t e r v i e w s  w i t h  p a t i e n t s .  I n  t h i s  sense  
r e a c t i o n s  were  v a r i e d ,  i n c l u d i n g  v e r y  s t r o n g l y  f a v o u r a b l e  
and c r i t i c a l  v i e w s  o f  the v a l u e  o f  a t t e n d i n g  the  c l i n i c .  
T h i s  d i v e r s i t y  o f  r esp o n s e s  i s  exami ned  in r e l a t i o n  t o  the  
d i f f e r e n t  c o n c e r n s  p a t i e n t s  had in a t t e n d i n g  the  c l i n i c .  
B e f o r e  e m b a r k i n g  on a d i s c u s s i o n  o f  p a t i e n t  s a t i s f a c t i o n  
the c o n s u l t a t i o n s  and the t r e a t m e n t s  t h a t  p a t i e n t s  r e c e i v e d  
f rom the  s p e c i a l i s t  w i l l  be d e s c r i b e d .
The n e u r o l o g i c a l  c o n s u l t a t i o n
The n e u r o l o g i s t ' s  p a r t i c u l a r  e x p e r t i s e  i s  in 
i d e n t i f y i n g  l e s i o n s  o f  the n e r vo u s  sys t em and t h e i r  c a u s e s .  
Thus the n e u r o l o g i s t  p l a y s  an i m p o r t a n t  r o l e  in the  
d i a g n o s i s  o f  d i s o r d e r s  such as e p i l e p s y  and m u l t i p l e  
s c l e r o s i s .  The n e u r o l o g i s t  i s  above a l l  a d i a g n o s t i c i a n .
In the  case o f  p a t i e n t s  p r e s e n t i n g  w i t h  he ad a c h e ,  the  
p r i m a r y  f u n c t i o n  o f  the n e u r o l o g i s t ,  e s p e c i a l l y  where t h e r e
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i s  any u n c e r t a i n t y  about  c au s e ,  i s  t o  e x c l u d e  the  
p o s s i b i l i t y  o f  a s e r i o u s  s t r u c t u r a l  l e s i o n  such as a b r a i n  
tumour or  c e r e b r a l  haemor r hage .  I t  i s  g e n e r a l l y  r e c o g n i s e d  
t h a t  an i m p o r t a n t  a s p e c t  o f  the n e u r o l o g i s t ' s  r o l e  i s  the  
c ommuni ca t i on  o f  r e a s s u r a n c e .  Thus Grove e t  a l . ,
( 1 9 8 0 : 1 9 5 )  o b s er v e  in r e l a t i o n  t o  an a u d i t  o f  r e f e r r a l s  t o  
n e u r o l o g i s t  f o r  headache  t h a t ;  ' H o s p i t a l  r e f e r r a l  i s  
u s u a l l y  made w i t h  the  purpose both o f  c o n f i r m i n g  the  
d i a g n o s i s  and r e i n f o r c i n g  the r e a s s u r a n c e  wh i ch  f o r ms  the  
m a i n s t a y  o f  m a n a g e m e n t . '  The n e x t  most  i m p o r t a n t  t a s k  f o r  
the n e u r o l o g i s t  i s  t o  p r o v i d e  f u r t h e r  d i a g n o s t i c  e x p e r t i s e  
in a d v i s i n g  on the  most p r o b a b l e  mechanism r e s p o n s i b l e  f o r  
the p a t i e n t ' s  he ada c he s  -  most f r e q u e n t l y  e i t h e r  muscle  
c o n t r a c t i o n ,  v a s c u l a r  or  m i g r a i n o u s  n e u r a l g i a .  F i n a l l y  the  
s p e c i a l i s t  may a d v i s e  the g e ne r a l  p r a c t i t i o n e r  and the  
p a t i e n t  about  the  most  a p p r o p r i a t e  f o r m o f  t r e a t m e n t  f o r  
the symptoms.  I t  i s  r a r e  f o r  such t r e a t m e n t  a d v i c e  t o  be 
a n y t h i n g  o t h e r  than a m e d i c a t i o n .
I t  has been s a i d  t h a t  the main t a s k  -  d i f f e r e n t i a l  
d i a g n o s i s  -  can n o r m a l l y  be c a r r i e d  ou t  on t he  b a s i s  o f  a 
c l i n i c a l  h i s t o r y  ( M a t h e w s , 1 9 7 5 ) .  The i n f o r m a t i o n  r e l e v a n t  
to  t h i s  d i f f e r e n t i a l  d i a g n o s i s  c o n s i s t s  m a i n l y  o f  the  
h i s t o r y  o f  the p a t i e n t ' s  headach&s -  t h e i r  p r e c i s e  
l o c a t i o n ,  c h a r a c t e r  of  p a i n ,  accompanying symptoms.  
I n f o r m a t i o n  on o n l y  a modest  number o f  s i g n s  and symptoms 
i s  s u f f i c i e n t  t o  p r o v i d e  d i f f e r e n t i a l  d i a g n o s i s  in most  
cases  ( D i e h r ,  e t  a l . , 1 9 8 1 ) .  As a r e s u l t  the  n e u r o l o g i s t  
r a r e l y  has t o  e x p l o r e  v e r y  much of  the  p a t i e n t ' s  s o c i a l ,  
p s y c h o l o g i c a l ,  d i e t a r y  or  f a m i l y  h i s t o r y  t o  make the
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d i a g n o s t i c  d e c i s i o n s .
The c l i n i c a l  h i s t o r y  i s  g e n e r a l l y  s u f f i c i e n t  t o  
reach  a d i a g n o s i s .  N e u r o l o g i s t s  o f t e n  c onduc t  a p h y s i c a l  
e x a m i n a t i o n  in a d d i t i o n  a l t h o u g h  i t  i s  unusual  f o r  t h i s  t o  
r e v e a l  a n y t h i n g  ( H o p k i n s , 1 9 8 8 : 6 6 ) .  I n v e s t i g a t i v e  t e s t s  may 
be u n d e r t a k e n ,  such as a s k u l l  x - r a y  or  
e l e c t r o e n c e p h a l o g r a p h .  Such t e s t s  do not  o f t e n  make a 
d i f f e r e n c e  t o  the  n e u r o l o g i s t ' s  d e c i s i o n s  ( B u l l  and 
Z i l k h a , 1 9 6 8 )  and r a r e l y  d e t e c t  a b n o r m a l i t i e s  r e s p o n s i b l e  
f o r  headache t h a t  h i s t o r y  and p h y s i c a l  e x a m i n a t i o n  f a i l e d  
to  r e v e a l  ( L a r s e n  e t  a l . ,  1 9 8 0 ) .  Mathews ( 1 9 7 5 : 8 )  v i e w  o f  
such t e s t s  i s  t h a t :  '  The a l most  i n e v i t a b l y  normal  r e s u l t  
w i l l  be r e a s s u r i n g  t o  the p a t i e n t  and j u s t  o c c a s i o n a l l y  
c l i n i c a l  j ud g e men t  can be w r o n g . '  T h i s  v i e w  o f  the  
r e a s s u r a n c e  v a l u e  o f  i n v e s t i g a t i o n s  was one f r e q u e n t l y  
c i t e d  to  the i n v e s t i g a t o r  by n e u r o l o g i s t s  in the  samp l e .  
F o r t y  t h r e e  p er  c e n t  o f  the s t u d y  sample were  s e n t  f o r  
i n v e s t i g a t i v e  t e s t s ;  most f r e q u e n t l y  a s i m p l e  s k u l l  
r a d i o g r a p h .  C h a r a c t e r i s t i c s  o f  the p a t i e n t s '  p r e s e n t i n g  
probl ems were  l e s s  a p p a r e n t l y  i m p o r t a n t  i n f l u e n c e s  upon 
wh e t h e r  p a t i e n t s  were  i n v e s t i g a t e d  than o t h e r  f a c t o r s .
Thus j u n i o r  d o c t o r s  more f r e q u e n t l y  i n v e s t i g a t e d  p a t i e n t s  
than d i d  c o n s u l t a n t s  (48% and 38% o f  c ases  r e s p e c t i v e l y ) .  
Moreover  c o n s u l t a n t s ,  i f  t he y  d i d  i n s t i g a t e  i n v e s t i g a t i o n s ,  
t ended to  choose a s k u l l  x - r a y  a lo n e  wh e re a s  j u n i o r  d o c t o r s  
asked f o r  m u l t i p l e  i n v e s t i g a t i o n s .  I n  t h i s  case i t  may be 
the d o c t o r ' s  d e g r ee  o f  d i a g n o s t i c  c o n f i d e n c e  t h a t  
d e t e r m i n e s  w h e t h e r  a p a t i e n t  i s  i n v e s t i g a t e d .  T h i s  i s  the  
s uggest ed  r e a s on  in o t h e r  s t u d i e s  in whi ch  such d i f f e r e n c e s
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have been f o u n d  ( R o ya l  Col l i e g e  o f  R a d i o l o g i s t s ,  1 9 8 0 ) .  
A n o t h e r  source  o f  v a r i a t i o n  i s  l e s s  easy  t o  e x p l a i n .  The 
p r o p o r t i o n  o f  p a t i e n t s  w i t h  headache i n v e s t i g a t e d  w i t h  
t e s t s  in the two c l i n i c s  where  t h e y  were  most  used was 82% 
and 80%, the p r o p o r t i o n  in the two c l i n i c s  where  t h e y  were  
l e a s t  used was 0% and 7%. One p o s s i b l e  e x p l a n a t i o n  f o r  
t h i s  d i f f e r e n c e  i s  t h a t  the r a t e  o f  i n i t i a t i o n  o f  t e s t s  
become e s t a b l i s h e d  h o s p i t a l  or  c l i n i c  r o u t i n e s  
( E v a n s , 1 9 8 0 ) .
Se v e n t y  o f  the  93 p a t i e n t s  ( 75%) f o r  whom 
t r e a t m e n t  i n f o r m a t i o n  i s  a v a i l a b l e  r e c e i v e d  m e d i c a t i o n  f r om  
the h o s p i t a l  s p e c i a l i s t .  For  those p a t i e n t s  d i a g n o s e d  as  
h a v i n g  m i g r a i n e ,  p r o p h y l a c t i c  m e d i c a t i o n s  such as  
c l o n i d i n e ,  or  e r g o t a m i n e  were most f r e q u e n t l y  p r e s c r i b e d ;  
f o r  p a t i e n t s  d i a g n o s e d  as s u f f e r i n g  muscle  c o n t r a c t i o n  
headaches ,  p s y c h o t r o p i c  m e d i c a t i o n  was the most  cwnmon 
p r e s c r i p t i o n .  U s u a l l y  the  t r e a t m e n t s  were  recommended t o  
the GP, a l t h o u g h  in some c ases  the s p e c i a l i s t  wou l d  
d i r e c t l y  p r e s c r i b e  and a ssess  the p a t i e n t ' s  p r o g r e s s  in a 
f o l l o w  up c o n s u l t a t i o n .  The o n l y  o t h e r  r e as o n  t h a t  a 
p a t i e n t  m i gh t  be a sk e d  t o  a t t e n d  the c l i n i c  on a second  
oc ca s i on  was i f  the  s p e c i a l i s t  w i s h e d  t o  communicate  the  
r e s u l t s  o f  i n v e s t i g a t i o n s  t o  the p a t i e n t  d i r e c t l y .
O t h e rw i s e  the p a t i e n t  was o n l y  r e q u i r e d  t o  a t t e n d  the  
h o s p i t a l  on one o c c a s i o n .
The d i r e c t  o b s e r v a t i o n  o f  a number o f  d i f f e r e n t  
n e u r o l o g i s t s '  c l i n i c s  and the above d e t a i l s  o f  
i n v e s t i g a t i o n s  and t r e a t m e n t s  both suggest  t h a t  in br oad
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terms n e u r o l o g i s t s '  c o n s u l t i n g  s t y l e s  and a p p r o a c he s  t o  the  
management of  headache were  s i m i l a r .  Most  emphas i s  was  
p l a c e d  on the c a r e f u l  e l i c i t i n g  o f  symptoms,  e x c e p t  in 
those c o n s u l t a t i o n s  where  the  g e n e r a l  p r a c t i t i o n e r ' s  l e t t e r  
made i t  q u i t e  c l e a r  t h a t  m i g r a i n e  was a w e l l  e s t a b l i s h e d  
d i a g n o s i s  and t h a t  the  a d v i c e  sought  was s o l e l y  w i t h  r e g a r d  
t o  m e d i c a t i o n .  As has been o b s e r v e d  in o t h e r  o u t p a t i e n t  
medica l  c o n t e x t s  ( B l o o r , 1 9 7 6 ;  1 9 7 7 ) ,  h o s p i t a l  s p e c i a l i s t s  
may v a r y  in p o i n t  o f  d e t a i l  w i t h  r e g a r d  t o  the  s p e c i f i c  
' s e a r c h  p r o c e d u r e s '  whe re by  t h e y  o b t a i n  a h i s t o r y ,  but  t end  
t o  shar e  in common a s t y l e  o f  h i s t o r y  t a k i n g  -  f o r  e xa mp l e ,  
a s k i n g  a s e r i e s  o f  s p e c i f i c  c l o s e d  q u e s t i o n s  r a t h e r  than  
e l i c i t i n g  p a t i e n t s '  v i e w s  by more open ended q u e s t i o n s  -  
t h a t  has the e f f e c t  o f  c o n t r o l l i n g  communi ca t i on  and  
d i s c o u r a g i n g  p a t i e n t  p a r t i c i p a t i o n .  In  t h i s  c a s e ,  t h e r e  
a ppear ed  to  be few o c c a s i o n s  where  the n e u r o l o g i s t  f e l t  i t  
h e l p f u l  t o  encou rage  more open d i s c u s s i o n  o f  the  p a t i e n t ' s  
concer ns  or  d e t a i l e d  p e r s o n a l  b i o g r a p h y .  Such i n f o r m a t i o n  
would not  c o n t r i b u t e  t o  the main agenda as p e r c e i v e d  by the  
n e u r o l o g i s t .
The f o c u s  o f  p a t i e n t s '  r e s p o n s e s  t o  the  c l i n i c  v i s i t
P a t i e n t s  were  no t  t r e a t e d  s i g n i f i c a n t l y  d i f f e r e n t l y  
f rom each o t h e r :  the n e u r o l o g i s t ' s  agenda and approach  t o  
management v a r i e d  v e r y  l i t t l e .  I t  may t h e r e f o r e  seem 
^ u p r i s i n g  t h a t  p a t i e n t s '  r e a c t i o n s  v a r i e d  q u i t e  
c o n s i d e r a b l y .  A t  one e x t r eme  a p a t i e n t  e n t h u s i a s t i c a l l y  
c o n c l ud e d ;  ' I must  say  I was v e r y  i mpr essed .  I d o n ' t  know 
w het her  I was v e r y  l u c k y .  I f e l t  a t  l a s t  s o m e t h i n g  was
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g e t t i n g  d o n e . '
A n o t h e r  p a t i e n t  however  r e a c t e d  in q u i t e  the  
o p p o s i t e  way:  ' I was d i s a p p o i n t e d  and annoyed -  a w a s t e  o f  
t i m e . '
Between t he s e  two e x t r e m e s  o f  p o s i t i v e  and n e g a t i v e  
r e a c t i o n s  t o  the c l i n i c  were  o b s e r v a t i o n s  -  l e s s  e a s y  t o  
i l l u s t r a t e  -  o f  a more n e u t r a l  n a t u r e ,  i n d i c a t i n g  no s t r o n g  
f e e l i n g s  in any d i r e c t i o n .
E l s e wh e r e  in t h i s  t h e s i s  ( c h a p t e r  1 and c h a p t e r s  
5 - 8 )  the  argument  i s  d i s c u s s e d  t h a t  p a t i e n t s  a t t e n d  t o  and  
j udge  o n l y  a n a r r o w  range  o f  a f f e c t i v e ,  i n t e r p e r s o n a l  
a s p e c t s  o f  d o c t o r s '  b e h a v i o u r  in c o n s u l t a t i o n s  in 
e v a l u a t i n g  t h e i r  me d i ca l  c o n s u l t a t i o n s .  O b s e r v a t i o n s  o f  
a f f e c t i v e  b e h a v i o u r  a r e  seen as a s u b s t i t u t e  f o r  o t h e r  more  
t e c h n i c a l ,  i n s t r u m e n t a l  a s p e c t s  o f  h e a l t h  c a r e  t h a t  the  
p a t i e n t  i s  u n a b l e  t o  d i s c e r n  or  e v a l u a t e .  I n  some 
d i s c u s s i o n s  o f  p a t i e n t  s a t i s f a c t i o n ,  i t  i s  a r g u e d  t h a t  
p a t i e n t s  t end  t o  make g l o b a l  u n d i f f e r e n t i a t e d  j u d g e m e n t s  o f  
t h e i r  c o n s u l t a t i o n s ,  in wh i ch  i n t e r p e r s o n a l  a s p e c t s  a r e  
p r i m a r y  c o n s i d e r a t i o n s .  T h i s  v i e w  of  the p r o c e s s  wh e re by  
p a t i e n t s '  r esp o n d  t o  me d i c a l  c o n s u l t a t i o n s  needs  t o  be s e t  
a g a i n s t  the comments made by the  p a t i e n t s  in t h i s  s t u d y  
when asked f o r  t h e i r  v ie w s  on t h e i r  h o s p i t a l  v i s i t .  A 
c o n s i d e r a t i o n  o f  some o f  the  s a m p l e ' s  n e g a t i v e  conments  
t owards  t h e i r  c o n s u l t a t i o n s  r e v e a l s  a q u i t e  d i f f e r e n t  
p i c t u r e .
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C e r t a i n l y  some p a t i e n t s  d i d  f o c us  in t h e i r  comments  
upon i n t e r p e r s o n a l  a s p e c t s  o f  the d o c t o r ' s  c a r e .  Thus  
the f o l l o w i n g  p a t i e n t  makes h i s  v i e w s  about  the  n e u r o l o g i s t  
q u i t e  c l  e a r  ;
' I  w a s n ' t  v e r y  happy w i t h  the  d o c t o r ' s  ma n n er .  She 
seemed t o  have 1 ess  t i m e .  I f e l t  l i k e  I ' m  an 
o r d i n a r y  m i g r a i n e  s u f f e r e r  -  n o t h i n g  s p e c i a l  and I ' m  
h o l d i n g  o t h e r  p e op l e  up .  I ' m  t h e r e  under  f a l s e  
p r e t e n c e s .  She was p r o b a b l y  t h o r ou g h .  I f e l t  I was  
j u s t  a n o t h e r  example  o f  t h i s  p a r t i c u l a r  phenomenon.  
N o t h i n g  s p e c i a l .  T h e r e  was no e mo t i on a l  f e e d b a c k  a t  
a l l .  She was a s k i n g  me q u e s t i o n s  and w r i t i n g  i t  a l l  
down. '
T h i s  p a t i e n t  was c l e a r l y  unhappy w i t h  the  
i n t e r p e r s o n a l  a s p e c t s  o f  h i s  c o n s u l t a t i o n  and,  t o  a d a p t  Ben 
S i r a ' s  d i s t i n c t i o n ,  d i d  not  f e e l  t h a t  he had been t r e a t e d  
as a person r a t h e r  than a c a s e .  In  f a c t  the main f o c u s  o f  
h i s  c r i t i c i s m  i s  a s t r o n g  sense o f  b e i n g  l a b e l l e d  as a 
' c a s e '  o f  m i g r a i n e .  T h i s  p a t i e n t ' s  o b s e r v a t i o n  i s  an 
i n t e r e s t i n g  one h o we ve r ,  because  he does d i s t i n g u i s h  
between the a p p p a r e n t l y  u n s a t i s f a c t o r y  manner o f  the  
c o n s u l t a n t  and h er  t e c h n i c a l  approach  t o  h i s  p r o b l e m .  He 
concedes t h a t  ' s h e  was p r o b a b l y  t h o r o u g h ' .  M o r e o v e r ,  
e l s e w he r e  in the  i n t e r v i e w ,  he a l s o  a d m i t t e d  t o  b e i n g  
p l e a s e d  t h a t  the i n v e s t i g a t i o n s  she had i n i t i a t e d  had been 
r e a s s u r i n g  and had a d e q u a t e l y  e x c l u d e d  the p o s s i b i l i t y  o f  
s e r i o u s  o r g a n i c  l e s i o n s .  Thus w h i l s t  f o c u s i n g  v e r y  
c r i t i c a l l y  on the i n t e r p e r s o n a l  a s p e c t s  of  c a r e ,  the  
r es p o n d en t  d i d  d i s t i n g u i s h  and e v a l u a t e  in q u i t e  d i f f e r e n t  
terms more i n s t r u m e n t a l  a s p e c t s  o f  the c o n s u l t a t i o n .
A second type  o f  c r i t i c a l  comment by p a t i e n t s  
fo c u s ed  upon the way in whi ch  the  d o c t o r  took the  
p a t i e n t ' s  me d i c a l  h i s t o r y  . T h i s  may be i l l u s t r a t e d  by a
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61 y e a r  o l d  woman who was a t t e n d i n g  the c l i n i c  because she
had been t a k i n g  a p a r t i c u l a r  d r ug  f o r  m i g r a i n e  ( D e s e r i l )
p r o p h y l a c t i c a l l y  f o r  some 12 y e a r s ,  had r e c e n t l y  r e c e i v e d
t r e a t m e n t  f o r  a c a r d i o v a s c u l a r  p r ob l em and had become
w o r r i e d  because she u n d e r s t o o d  t h a t  the dr ug  was
c o n t r a i n d i c a t e d  in such c i r c u m s t a n c e s .  She had asked  her
G. P .  f o r  ' a second o p i n i o n ' .  Of the  n e u r o l o g i s t  she s a y s :
' He  asked me a few q u e s t i o n s . ,  v e r y  l i t t l e .  I was  
r a t h e r  s u p r i s e d  t h a t  he d i d n ' t  ask me a l o t  mor e .  He 
d i d n ' t  go i n t o  r e a s o n s ,  what  b r ou g h t  them on.  I was  
s u p r i s e d  t h a t  he asked so f ew q u e s t i o n s .  He s i m p l y  
s a i d  " Keep on the D e s e r i l ,  and t ake  t hese  C d i f f e r e n t  
t a b l e t s ! . ” The i n t e r v i e w  was v e r y  q u i c k  r e a l l y . . . . .
He seemed a b r i g h t  l i t t l e  man,  he gave me c o n f i d e n c e . '
A g a i n  i t  i s  a p p a r e n t  how d i f f e r e n t i a t e d  and complex  
are  the  p a t i e n t ' s  e v a l u a t i v e  r e s p o n s e s  t o  the c o n s u l t a t i o n .  
She f e l t  t h a t  the c o n s u l t a t i o n  was q u i t e  s u c c e s s f u l  in 
t erms o f  her  main c o n c e r n .  The d o c t o r  c o n s i d e r e d  the  
q u e s t i o n  o f  w h e t h e r  she c o u l d  s a f e l y  c o n t i n u e  w i t h  the  
p r o p h y l a c t i c  m e d i c a t i o n .  Hcwever  t h e r e  were a s p e c t s  o f  h i s  
approach t o  her  case t h a t  d i d  s u r p r i s e  and d i s a p p o i n t  h e r  -  
p a r t i c u l a r l y  the l i m i t e d  b ackgr ound  h i s t o r y  the  s p e c i a l i s t  
took b e f o r e  t a k i n g  h i s  d e c i s i o n s .  E q u a l l y  s t r i k i n g  f r om  
the q u o t a t i o n  i s  t h a t ,  j u s t  as w i t h  the p r e v i o u s  p a t i e n t ,  
d i f f e r e n t  a s p e c t s  o f  the c o n s u l t a t i o n  may r e c e i v e  q u i t e  
d i s t i n c t  e v a l u a t i o n s .  W h i l s t  she e m p h a t i c a l l y  r e ma r ks  upon 
the poor  me d i c a l  h i s t o r y ,  she i s  e q u a l l y  c l e a r  in a n o t h e r  
v iew t h a t  the n e u r o l o g i s t  was ' b r i g h t '  and gave her  
' c o n f i d e n c e ' .  Such e v a l u a t i o n s  do not  appear  c o n s i s t e n t  
w i t h  a p r o c e s s  o f  p a t i e n t  s a t i s f a c t i o n  e mer g i ng  f rom g l o b a l  
and a f f e c t i v e l y  b i a s e d  j u d g e m e n t s .
A t h i r d  f o c u s  o f  c r i t i c i s m  was l a c k  o f .  or
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i n a p p r o p r i a t e  i n v e s t i g a t i o n s  . Thus a m i d d l e  aged woman
p r e s e n t e d  t o  the  n e u r o l o g i s t  w i t h  two t y p e s  o f  p r o b l e m ,  a
p e r s i s t e n t  ache in the back o f  h e r  neck whi ch  she f e l t
f r e q u e n t l y  p r o v o k e d  e p i s o d e s  o f  a sec o n d ,  d i f f e r e n t  type  o f
p a i n  wh i ch  she d e f i n e d  as m i g r a i n e  -  a more d i s t i n c t
e p i so d e  i n v o l v i n g  s i c k n e s s .  She had become w o r r i e d ,  no t  by
the m i g r a i n e s ,  but  by the s i g n i f i c a n c e  o f  the neck p a i n  and
had m e n t i o n e d  f e a r  o f  c a n c e r  in her  i n t e r v i e w  b e f o r e  s e e i n g
the d o c t o r .  A f t e r w a r d s ,  her  r e s p o n s e s  t o  the c o n s u l t a t i o n
c ompr ise  a s i m i l a r l y  mi xed  and complex s e t  o f  j ud g e men t s  as
the p r e v i o u s  two e x amp l e s ;
' He went  t hr ough  my whol e  h i s t o r y . ,  you have t o  t h i n k !
I w a s n ' t  p r e p a r e d  f o r  i t .  I  d i d n ' t  e x p e c t  an 
e x a m i n a t i o n !  He s a i d  i t  was m u s c u l a r  p a i n .  N o t h i n g  
w ro n g .  I wo u l d  have been h a p p i e r  w i t h  an x - r a y  o f  my 
n e c k .  I had one b e f o r e .  I was a b i t  d i s a p p o i n t e d . '
Thus w h i l s t  c l e a r l y  p o s i t i v e l y  i mpr essed  and  
s u p r i s e d  by the  d e t a i l  o f  t h i s  d o c t o r ' s  h i s t o r y  t a k i n g ,  
p o s s i b l y  because  o f  v e r y  s p e c i f i c  c on c e r n s  about  p h y s i c a l  
a s p e c t s  o f  h e r  n e c k ,  she was c r i t i c a l  and d i s a p p o i n t e d  in 
r e l a t i o n  t o  a n o t h e r  a s p e c t  o f  the  n e u r o l o g i s t ' s  
i n s t r u m e n t a l  approach  -  the n a t u r e  o f  h i s  t e c h n i c a l  
i n v e s t i g a t i o n s .
A f o u r t h  a r e a  of  c r i t i c a l  r e a c t i o n  in some p a t i e n t s  
i s  t h a t  o f  the t r e a t m e n t  g i v e n  by the  s p e c i a l i s t  . The  
o n l y  t r e a t m e n t  r e c e i v e d  by p a t i e n t s  in t h i s  sample was 
m e d i c a t i o n .  Some o f  the c r i t i c a l  r e a c t i o n s  were  based on 
the p a t i e n t ' s  f e e l i n g  t h a t  t h e y  had r e c e i v e d  the wrong  
m e d i c a t i o n  f r om the s p e c i a l i s t .  As one p a t i e n t  e x p l a i n e d :  
The t h i n g  I w a s n ' t  happy about  was the  p r e s c r i b i n g  of  
D i x a r i t .  I ' v e  had them so many t i m e s  b e f o r e .  They  o n l y
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work f o r  a l i m i t e d  p e r i o d .  I t h i n k  he c o u l d  have  
p r e s c r i b e d  s o me t h i n g  e l s e . '
I n  o t h e r  c a s e s ,  the p a t i e n t ' s  c r i t i c i s m  i s  based on 
the f a c t  t h a t  the  s p e c i a l i s t  p r e s c r i b e d  m e d i c a t i o n  r a t h e r  
than a d o p t i n g  a l t e r n a t i v e  a pp r oa c he s  t o  the  management o f  
the p a t i e n t ' s  p r o b l e m .  The f o l l o w i n g  q u o t a t i o n  e x e m p l i f i e s  
t h i s  v i e w :
'He  was no t  v e r y  i n t e r e s t e d .  I s a i d  t o  him:  " D o n ' t  
you t h i n k ,  i f  i t ' s  caused by t e n s i o n ,  a r a d i c a l  change  
o f  l i f e  s t y l e  i s  the answer  and not  t a b l e t s . "  He s a i d :  
"Wel l  y e s " .  He supposed so but  he c o u l d n ' t  o f f e r  any  
s u g g e s t i o n s  w h a t s o e v e r .  I c a n ' t  u n d e r s t a n d  the h e a l t h  
s e r v i c e  a t t i t u d e  t o  m e d i c a t i o n .  Why s u p p l y  someone 
w i t h  t a b l e t s  when you can g e t  n e a r e r  the  s o l u t i o n .  I f  
i t ' s  s t r e s s ,  p e r hap s  t h e y  c o u l d  i n v e s t i g a t e  ways in 
wh i ch  I c o u l d  s top  s t r e s s  b u i l d i n g  u p . '
The f i f t h  type  o f  c r i t i c a l  comment e x p r e s s e d  by 
p a t i e n t  in the  sample  r e l a t e d  t o  e x p l a n a t i o n s  r e c e i v e d  
f rom the  s p e c i a l i s t .  The f o l l o w i n g  q u o t a t i o n  i l l u s t r a t e s  
t h i s  theme:
' I f  I ' m  h o n e s t  I d i d n ' t  g e t  a n y w h e re .  T h e r e ' s  l o t s  o f  
q u e s t i o n s  I ' d  l i k e  t o  ask now but  t h e y  d i d n ' t  a p p e a r .
I w a n t e d  t o  f a c e  him and s ay :  " I s  i t  m i g r a i n e ?  I f  i t  
i s ,  what  in my c a s e ,  do you t h i n k  i s  the  reason f o r  i t  
h a pp e n i ng ?  I s  i t  l i k e l y  t o  g e t  wo r se ?  Have I got  t o  
be a pe r manent  p i l l  t a k e r ?  U n l e s s  you r a i s e  a 
q u e s t i o n  and d r ag  i t  out  o f  them , you d o n ' t  seem to  
g e t  i t .  I was d i s a p p o i n t e d .  '
Most  o f  the  p a t i e n t s  who were  d i s a p p o i n t e d  in t h i s  
r e s p e c t  f o c u s e d  upon the l a c k  o f  e x p l a n a t i o n s  r e c e i v e d  as 
to the n a t u r e  o f  t h e i r  h e ad a c h e s ,  t h e i r  c a u s a t i o n  and the  
i m p l i c a t i o n s  f o r  the f u t u r e  t h a t  c h r o n i c  headaches  
e n t a i l e d .  By c o n t r a s t  h a r d l y  any c r i t i c i s m  was e xp r es se d  
of  e x c e s s i v e  use o f  complex m e d i c a l  t e r m i n o l o g y  and f a i l u r e  
to p r o v i d e  c o m p r e h e n s i b l e  e x p l a n a t i o n s .  I n  the  ma i n ,  
c r i t i c i s m s  a r o s e  because the d o c t o r  d i d  n o t  e l a b o r a t e  upon
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h i s  b a s i c  d i a g n o s i s .
Thus  t o  summar i se ,  by f o c u s i n g  on p a t i e n t s '  
n e g a t i v e  r e a c t i o n s  t o  the c l i n i c ,  enough e x a mp l es  have been  
c i t e d  t o  i n d i c a t e  t h a t  p a t i e n t s  a t t e n d e d  t o  and e v a l u a t e d  a 
wide range  o f  d i f f e r e n t  a s p e c t s  o f  t h e i r  t r e a t m e n t .  Far  
f rom b e i n g  r e s t r i c t e d  t o  a n a r r ow r ange  o f  i n t e r p e r s o n a l  
a s p e c t s  o f  the  d o c t o r ' s  b e h a v i o u r ,  p a t i e n t s  commented upon 
a d i v e r s e  r an g e  o f  t e c h n i c a l  a s p e c t s  o f  t r e a t m e n t .  Far  
f rom r e l y i n g  upon a f f e c t i v e  b e h a v i o u r ,  p a t i e n t s  o f t e n  q u i t e  
s h a r p l y  d i s t i n g u i s h e d  between o b s e r v a t i o n s  a bout  the manner  
of  the d o c t o r  t h a t  t h e y  had seen and the  n a t u r e  o f  the  
t r e a t m e n t  t h e y  had r e c e i v e d .  In the second s t u d y  r e p o r t e d  
in t h i s  t h e s i s ,  Ben S i r a ' s  model  o f  p a t i e n t  s a t i s f a c t i o n  i s  
more s y s t e m a t i c a l l y  t e s t e d  by means o f  d a t a  on p a t i e n t  
s a t i s f a c t i o n  w i t h  an STD c l i n i c .  For  the  p r e s e n t ,  the  
q u a l i t a t i v e  d a t a  p r e s e n t e d  he r e  s uggest  t h a t  p a t i e n t s '  own 
acc o u n t s  o f  the g r ou n d s  f o r  t h e i r  d i s s a t i s f a c t i o n  i n d i c a t e  
t h a t  a w i de  r an g e  o f  d i f f e r e n t  a s p e c t s  o f  the  c o n s u l t a t i o n  
e n t e r  i n t o  j u d g e m e n t s  o f  the v a l u e  o f  t r e a t m e n t .
The q u a l i f i c a t i o n  o f  Judgements
Many o f  the  comments c i t e d  above r e v e a l  q u i t e  
s t r o n g l y  f e l t  d i s a p p o i n t m e n t s .  However p a t i e n t s  f r e q u e n t l y  
made i t  q u i t e  c l e a r  t h a t  t hey  d i d  not  w i sh  such r e a c t i o n s  
t o  be t h o u g h t  o f  as  e x p r e s s i o n s  o f  ' d i s s a t i s f a c t i o n ' .  
P a t i e n t s  d i d  no t  w i sh  t o  be t hought  o f  as a d o p t i n g  c r i t i c a l  
a t t i t u d e s  in r e l a t i o n  to  t h e i r  med i ca l  c a r e  and w i sh e d  t o  
make known t o  the  i n t e r v i e w e r  the d i f f i c u l t i e s  o f  j u d g i n g
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medica l  t r e a t m e n t  in such s i m p l i s t i c  e v a l u a t i v e  t e r m s .  In  
the course  of  i n t e r v i e w s  i t  was p o s s i b l e  t o  d i s c e r n  a 
number o f  d i f f e r e n t  q u a l i f i c a t i o n s  or  r e s e r v a t i o n s  
e x p r e s se d  whereby  p a t i e n t s  d i s t a n c e d  t h e m s e l v e s  f r om s i m p l e  
e x p r e s s i o n s  o f  d i s a t i s f a c t i o n .
One q u a l i f i c a t i o n  somet imes used by p a t i e n t s  was t o
f o l l o w  up c r i t i c a l  o b s e r v a t i o n s  w i t h  r e m a r k s  t h a t
emphasised how d i f f i c u l t  i t  was to  i n t e r p r e t  what  had
happened t o  them in the  c l i n i c .  Thus f o r  example  one
p a t i e n t  was q u i t e  shocked a t  how few q u e s t i o n s  the  d o c t o r
had f e l t  i t  n e c e s s a r y  t o  ask b e f o r e  d e c i d i n g  upon h i s
d i a g n o s i s  and t r e a t m e n t .  However in the m i d s t  o f
c r i t i c i z i n g  the  d o c t o r  f o r  t h i s  a p p a r e n t  l a c k  o f
thor oughness  she added v a r i o u s  q u a l i f i c a t i o n s :
' W h e t h e r  he d i d n ' t  ask me q u e s t i o n s  because  what  I  was
r a m b l i n g  on about  was maki ng enough s e n s e .  Whe t her  he
was maki ng  ou t  o f  what  I was s a y i n g  t h i n g s  wh i ch  l e d  
him t o  u n d e r s t a n d  the k i n d  o f  person I was .  I was  
s u p r i s e d .  He w a s n ' t  v e r y  t h o r o u g h . '
Thus t he  p a t i e n t  a p p e a rs  g e n u i n e l y  u n c e r t a i n  as t o
whe t her  i m p r e s s i o n s  o f  a p p a r e n t l y  l i m i t e d  q u e s t i o n i n g  by
the d o c t o r  may in r e a l i t y  be q u i t e  m i s l e a d i n g .  A n o t h e r
p a t i e n t  conveys  t h i s  same p u z z l e m e n t :
'The  q u e s t i o n s  were  a l l  l a i d  down and o b v i o u s l y  
s t e r e o t y p e d .  He j u s t  r a t t l e d  t hr ough them.  T h i s  i s  
the p r o b l em w i t h  d o c t o r s .  You s t a r t  your  s t o r y  and 
i m m e d i a t e l y  t h e y  come in w i t h  t h e i r  q u e s t i o n s  and a re  
w r i t i n g  t h e i r  p r e s c r i p t i o n s .  One i s n ' t  a b l e  t o  t e l l  
o n e ' s  s t o r y  bu t  one assumes the d o c t o r  knows w h a t ' s  
r e l e v a n t  and h a l f  the i n f o r m a t i o n  I c o u l d  be g i v i n g . . .
I c o u l d  be p r a t t l i n g  on,  and not  g i v i n g  a n y t h i n g  w o r t h  
knowing .  So p e r h a p s  i t  w o u l d n ' t  be f a i r  t o  
c r i t i c i z e . '
P a t i e n t s  a r e  c on f u s e d  and u n c e r t a i n  in such 
c i r c u m s t a n c e s  as t o  what  v i ew  to  t ake  o f  t h e i r  t r e a t m e n t .
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One way In wh i ch  such u n c e r t a i n t i e s  p a r t i c u l a r l y  l e d
p a t i e n t s  t o  q u a l i f y  c r i t i c i s m s  was t o  c o n s i d e r  many o f  the
f r u s t r a t i o n s  o f  t h e i r  h o s p i t a l  v i s i t  as a t  l e a s t  p a r t l y  o f
t h e i r  own m a k i n g .  Thus many p a t i e n t s  commented c r i t i c a l l y
about  the ' r u s h e d '  and i n f l e x i b l e  pace o f  the  c l i n i c ,  wh i ch
gave r i s e  t o  a sense o f  not  h a v i n g  o n e ' s  p r ob l e m  f u l l y  and
c a r e f u l l y  c o n s i d e r e d  by the d o c t o r .  However r e s p o n d e n t s
a l s o  a t t r i b u t e d  t h i s  sense o f  b e i n g  r ushed  t o  t h e i r  own
n e r v o us ne s s .  As one p a t i e n t  r e f l e c t e d :  '  I d i d n ' t  g e t
enough t ime t o  e x p l a i n .  I d o n ' t  know w he t h e r  i t  was me
g e t t i n g  a n x i o u s . '  A n o t h e r  p a t i e n t  i l l u s t r a t e s  in d e t a i l
and in even more e x t r e m e  f o r m the q u a l i f i c a t i o n s  t h a t  may
s u r ro u n d  c r i t i c a l  comment:
'You ge t  the  f e e l i n g  t h a t  he was v e r y  busy and r u s he d  
and when you g e t  ou t  you t h i n k  o f  a l l  the  t h i n g s  you 
c o u l d  have s a i d .  I was aware t h a t  t h e y ' r e  in a r u s h ,  
a l o t  o f  p e o p l e  t o  s e e .  I t ' s  no t  t h e i r  f a u l t  t h a t  I ' m  
aware o f  t h i s .  Someone e l s e  m i g h t  come a l o n g  and not  
c a r e  l e s s .  So I suppose i t s  me,  not  them -  your  own 
r e a c t i o n s  t o  t h e i r  s i t u a t i o n . '
Thus one so u r ce  o f  q u a l i f i c a t i o n s  s tems e s s e n t i a l l y  
f rom doubt s  about  what  happened in the  c l i n i c  and the  
r e a s on s  b e h i n d  d i s a p p o i n t m e n t s .  A second common 
q u a l i f i c a t i o n  t o  c r i t i c a l  comments a r o s e ,  not  f r om  
u n c e r t a i n t i e s  as t o  what  happened,  but  f rom a sense o f  
u n d e r s t a n d i n g  and sympathy  f o r  the s h o r t c o m i n g s  o f  c l i n i c  
and h o s p i t a l  o r g a n i s a t i o n .  For  many p a t i e n t s ,  h o s p i t a l s  
are  u n a v o i d a b l y  and i n e v i t a b l y  p l a c e s  in wh i ch  p r ob l e m s  
w i l l  o c c u r .  Because h o s p i t a l s  deal  w i t h  l a r g e  numbers o f  
p eopl e  w i t h  demanding and d i f f i c u l t  p r o b l e m s ,  t h e y  
i n e v i t a b l y  a re  t o  be e x p e r i e n c e d  as r us hed  and w i t h o u t  t ime  
f o r  the  i n d i v i d u a l .  One p a t i e n t  c o mp l a i n e d  o f  the  b r i s k  
and r us hed  n a t u r e  o f  the  d o c t o r ' s  h i s t o r y  t a k i n g :
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' Q u i c k  f i r e  q u e s t i o n s .  But  one has become accustomed  
t o  t h a t  a t  any h o s p i t a l .  Sheer  t ime and the  p e o p l e  
y o u ' v e  got  to  s e e .  I  c o u l d n ' t  see how he c o u l d  ask  
the q u e s t i o n s  so q u i c k l y ,  be r e a d y  w i t h  the  n e x t  one 
and w r i t e  down some f o r m o f  answer .  I t  amazed me,  
a l b e i t  he must  be d o i n g  i t  e v e r y d a y .  I d o n ' t  t h i n k  
now one can e x p e c t  the  o l d  bed s i d e  manner ,  the  way i t  
used t o  b e . '
A n o t h e r  p a t i e n t  e x p l a i n e d  s u c c i n c t l y :  ' I was not  
u l t i m a t e l y  d i s a p p o i n t e d .  I t h i n k  I ' v e  got  t o  r e a l i s e  t h a t  
o t h e r  peop l e  a re  w a i t i n g ,  t i me  i s  s h o r t ' .
Behind such comments i s  a sense t h a t  a r e a s o n a b l e  
person has to  u n d e r s t a n d  ( a n d  t h e r e f o r e  f o r g i v e )  how 
m e d i c i n e  has t o  o p e r a t e .  R e l a t e d  t o  t h i s  q u a l i f i c a t i o n  t o  
c r i t i c i s m s  was a t h i r d  f r e q u e n t l y  e x p r e s s e d  q u a l i f i c a t i o n .  
One must  not  be u n r e a s o n a b l e  in the sense o f  ' e x p e c t i n g  t oo  
mu c h ' ,  b e i n g  ' s e l f i s h '  or  i n c o n s i d e r a t e  o f  o t h e r s .  Thus  
p a t i e n t s  emphas i sed t o  the i n t e r v i e w e r  how aware t h e y  had  
been t h a t  o t h e r  p a t i e n t s  were  a l s o  w a i t i n g  t o  see the  
d o c t o r  :
'He was a v e r y  busy man.  He made me so I c o u l d n ' t  
t h i n k  s t r a i g h t .  You know t h e r e ' r e  o t h e r  p e o p l e  
o u t s i d e .  I know t h e y  c a n ' t  h e l p  i t .  I s y m p a t h i s e . '
Some p a t i e n t s  a p p e a r e d  to  be a c u t e l y  c o n s c i o u s  o f  
the p r e s s u r e  o f  o t h e r  p a t i e n t s  even as t h e y  answered  the  
d o c t o r  :
' T h e y  f i r e  q u e s t i o n s  a t  you and t h e r e ' s  no way you can 
keep up.  You g e t  annoyed .  I t  p u t s  p r e s s u r e  on you .  
But t h e r e ' s  a l o t  o f  o t h e r  p a t i e n t s  b e s i d e s  me,  so I 
need t o  keep my w i t s  a bout  me, answer  the  q u e s t i o n s  
and l e t  someone e l s e  have a g o . '
P a r t l y  p a t i e n t s  f e l t  t h a t  o t h e r  p e op l e  in the  
w a i t i n g  room had more s e r i o u s  p rob l ems than t h e i r  own and  
t h e r e f o r e  d e s e r v e d  more t i m e .  Thus:  ' I f e l t  a l s o  t h a t  he
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d i d n ' t  have a l o t  o f  t i m e ,  t h a t  he had p a t i e n t s  w i t h  more  
s e r i o u s  t h i n g s .  I was q u i t e  t r i v i a l  by c o m p a r i s o n , '
P a r t l y  p a t i e n t s  seemed s i m p l y  t o  f e e l  c o n c e r n e d  no t  t o  be 
t h o u g h t l e s s  or  u n r e a s o n a b l e  by e x p r e s s i n g  c r i t i c i s m  of  
t h e i r  t r e a t m e n t .  A p a t i e n t  e x p l a i n e d :  ' I  d o n ' t  want  t o  be 
c r i t i c a l  o f  i t .  Y o u ' v e  got  t o  u n d e r s t a n d  how t hese  p e op l e  
w o r k . '
These exampl es  i n d i c a t e  t h a t  p a t i e n t s  a p p e a r e d  
f r e q u e n t l y  t o  become I n v o l v e d  in a number o f  d i f f e r e n t  
c o n s i d e r a t i o n s  in r e a c h i n g  a judgement  o f  the  c a r e  t h a t  
t h e y  r e c e i v e d .  Such c o n s i d e r a t i o n s  i n c l u d e d  i n t e r p r e t i n g  
what  a c t u a l l y  happened in the  c l i n i c  and the  r e a s o n s  f o r  
what  happened;  d e c i s i o n s  about  what  m i g h t  be r e a s o n a b l e  t o  
e x p e c t  f r om h e a l t h  c a r e ;  e v a l u a t i o n s  o f  t h e i r  own 
' w o r t h i n e s s '  f o r  t r e a t m e n t  compared w i t h  o t h e r  p a t i e n t s  and  
a l s o  c o n s i d e r a t i o n s  o f  s e l f  p r e s e n t a t i o n  in the  r e s e a r c h  
i n t e r v i e w  as a r e a s o n a b l e  and t h o u g h t f u l  p e r s o n .  Lo c ke r  
and Dunt  r e m i nd  us t h a t  ' . . . w e  know l i t t l e  o f  the  
' p r o c e d u r e s ,  c r i t e r i a  and s t a n d a r d s  consumers e mpl o y '
( L o c k e r  and D u n t ,  1 9 7 8 : 2 9 1 )  in r e a c h i n g  a p o s i t i o n  o f  b e i n g  
s a t i s f i e d  or  d i s s a t i s f i e d  w i t h  h e a l t h  c a r e .  The e v i d e n c e  
of  p a t i e n t s '  s e l f  r e p o r t s  in t h i s  s e c t i o n  has s u gg e s t e d  
t h a t  i nn u me r ab l e  j ud g e men t s  o f  both  an e m p i r i c a l  and  
e v a l u a t i v e  n a t u r e  e n t e r  i n t o  such e v a l u a t i o n s .  The 
q u o t a t i o n s  c i t e d  above i n d i c a t e  a complex p r o c e s s  o f  
' r e f l e x i v e  m o n i t o r i n g '  ( G i d d e n s ,  1976)  in p a t i e n t s  t h a t  
n o r m a l l y  r e m a i n s  h i dden  in q u e s t i o n n a i r e  s u r v e y s .  At  the  
v e r y  l e a s t  t h i s  e v i d e n c e  of  r e f l e x i v e  m o n i t o r i n g  c a s t s  
doubt  on s i m p l i s t i c  n o t i o n s  o f  ' s a t i s f a c t i o n '  and
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' d i s s a t i s f a c t i o n '  as summary r e p r e s e n t a t i o n s  o f  p a t i e n t s '  
a t t i t u d e s .  In  p a r t i c u l a r  p a t i e n t s  appear  t h e m s e l v e s  t o  be 
r e l u c t a n t  t o  summar ize  t h e i r  v i e w s  in t hese  t e r m s .  One 
must assume t h a t  s i m i l a r  p r o c e s s e s  p r ecede  and i n t e r f e r e  
w i t h  the  r e s p o n s e s  p a t i e n t s  g i v e  in any s u r v e y  o f  
s a t  i s f a c t i o n .
The c l a s s i f i c a t i o n  o f  p a t i e n t s '  r e sp o n s e s  t o  t r e a t m e n t  and  
communi c a t  ion
Thus p a t i e n t s  t h e m s e l v e s  were r e l u c t a n t  t o  be 
thoug ht  o f  in s i m p l e  t e rms  such as ' d i s s a t i s f i e d ' ,  and in 
many c as e s  e x p r e s s e d  such q u a l i f i c a t i o n s  t h a t  the  use o f  
the t e r ms  ' s a t i s f a c t i o n '  and ' d i s s a t i s f a c t i o n ' ,  as S t i mson  
and Webb s u g g e s t ,  ' d i s t o r t s  r e a l i t y  and m i s s e s  the  
c o n t i n u a l  p r o c e s s  o f  o r d e r i n g  and e v a l u a t i o n '  ( S t i m s o n  and  
W e bb , 1 9 7 5 : 7 7 ) .  However ,  a l t h o u g h  i t  was d i f f i c u l t  t o  l a b e l  
p a t i e n t s '  v i e w s  in te rms  o f  a t t i t u d i n a l  d i s p o s i t i o n s  t o  
t h e i r  t r e a t m e n t ,  a t  a n o t h e r  l e v e l  i t  r e m a i n e d  a p p a r e n t  t h a t  
p a t i e n t s  d i d  v a r y  w i t h  r e g a r d  t o  the e x t e n t  t h e y  v i e we d  
t h e i r  r e f e r r a l  t o  the n e u r o l o g i s t  in p r i m a r i l y  p o s i t i v e ,  
n e u t r a l  or  n e g a t i v e  t e r m s .  However ,  w h i l s t  the  c o n c e p t  o f  
s a t i s f a c t i o n  has l a r g e l y  been used in the sense o f  
' f a v o u r a b l e '  or  ' u n f a v o u r a b l e '  a t t i t u d e s  t owa r ds  s om e t h i n g  
such as m e d i ca l  t r e a t m e n t ,  the  way in which  p a t i e n t s  
ap p ea r ed  most  o b v i o u s l y  t o  v a r y  was in te rms  o f  w h e t h e r  the  
r e f e r r a l  was p e r c e i v e d  as b e n e f i c i a l  and he 1p f u 1 on the  
one hand or  as di  sappoi  n t i n o  and u nhe 1p f u 1 on the o t h e r  
hand.  In  o t h e r  words i t  a p p e a r e d  e a s i e r  and more c l o s e  t o  
p a t i e n t s '  r e s p o n s e s  t o  ask how h e l p f u l  or  s u c c e s s f u l
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p a t i e n t s  had f ound  t h e i r  h o s p i t a l  v i s i t .  Above a l l  i t  was  
in t e r ms  o f  the degr ee  o f  v a l u e  o f  the  v i s i t  t h a t  many 
p a t i e n t s  t e n d e d  t o  e x p r e s s  the most  u n q u a l i f i e d  and  
e mo t i o n a l  p o s i t i v e  or  n e g a t i v e  v i e w s .  On the one hand a 
p a t i e n t  s a i d  w i t h  a s t r o n g l y  e m o t i o n a l  tone o f  v o i c e :  ' A  
t o t a l  w a s t e  o f  e v e r y b o d y ' s  t i m e . '  She goes on t o  e x p l a i n  
w i t h  a s t r o n g  sense o f  d i s a p p o i n t m e n t :  ' L i t e r a l l y  a l l  t h a t  
happened was t h a t  I got  a p r e s c r i p t i o n  out  o f  i t  wh i ch  I 
c o u l d  have go t  f rom my d o c t o r . '
Most  i m p o r t a n t l y  the  p a t i e n t  h e r s e l f  then goes on 
to make a c r u c i a l  d i s t i n c t i o n  whi ch  a l s o  i n f o r m s  t h i s  
di s cuss i  on :
' I t ' s  not  t h a t  he w a s n ' t  s y m p a t h e t i c  or  he w a s n ' t  any  
good.  I mean you a l w a y s  f i n d  t h i s .  I t ' s  a t o t a l  
b l a n k  w a l l .  You have m i g r a i n e  and t h a t ' s  i t .  We 
w o n ' t  do a n y t h i n g  f o r  you bu t  w e ' l l  g i v e  you s o m e t h i n g  
t o  r e l i e v e  the s i t u a t i o n . '
The p a t i e n t  e x p l a i n s  q u i t e  c l e a r l y  t h a t  she i s  not  
r e p o r t i n g  an a t t i t u d e  t o wa r ds  the d o c t o r  or  the  c l i n i c ,  and  
moreover  a p p e a r s  as i f  she w o u l d  r e p o r t  h e r s e l f  as  
' s a t i s f i e d '  in such a t t i t u d i n a l  t e r m s .  The s t r o n g l y  
n e g a t i v e  e v a l u a t i o n  o f  the c l i n i c  i s  because the v i s i t  
proved  w o r t h l e s s  and u n h e l p f u l  in t e rms  o f  the p a t i e n t s '  
g o a l s  and c o n c e r n s .
A t  the o p p o s i t e  e x t r eme  were  p a t i e n t s  who d e s c r i b e d  
t h e i r  r e sp o n s e  to  the c l i n i c s  in v e r y  p o s i t i v e  te rms  such 
as : ' I  d o n ' t  know w h e t h e r  I was v e r y  l u c k y .  I f e l t  a t  l a s t  
somet h ing  was g e t t i n g  d o n e . '
T h i s  p a t i e n t  p r oc ee d e d  t o  d e s c r i b e  how she had f e l t
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■for many y e a r s  t h a t  she had s u f f e r e d  headaches  w i t h o u t  e v e r  
b e i n g  t a k e n  s e r i o u s l y  or  h a v i n g  them p r o p e r l y  i n v e s t i g a t e d .  
Se e i n g  t he  s p e c i a l i s t ,  r e g a r d l e s s  o f  any d i f f e r e n c e  i t  
mi ght  make t o  the course  o f  the h e a d a c h e s ,  was e x p e r i e n c e d  
as a r e l i e f  and as r e a l  p r o g r e s s .
Many p a t i e n t s  t h e r e f o r e  conveyed  in the c o u r se  o f  
the p o s t - h o s p i t a l  i n t e r v i e w  a sense o f  the v i s i t  h a v i n g  
been e i t h e r  a success  and w o r t h w h i l e  o r ,  t o  adopt  s e v e r a l  
p a t i e n t s '  p h r a s e ,  ' a was t e  o f  t i m e . '  A n o t h e r  group o f  
p a t i e n t s  d e s c r i b e d  t h e i r  h o s p i t a l  v i s i t  in p r e d o m i n a n t l y  
n e u t r a l  t e r m s .  N e i t h e r  in e m o t i o n a l  t o n e ,  nor  in  
e v a l u a t i v e  t e rms  d i d  such p a t i e n t s  g i v e  a sense o f  h a v i n g  
made up t h e i r  minds about  the  c l i n i c  v i s i t .  I t  i s  in 
r e l a t i o n  t o  t h i s  group o f  p a t i e n t s  t h a t  S t imson and Webb ' s  
s t r i c t u r e s  about  l a b e l l i n g  p a t i e n t s  as ' s a t i s f i e d '  or  
' d i s s a t i s f i e d '  most p a r t i c u l a r l y  a p p l i e s .  T h e i r  a c c o u n t s  
of  t h e i r  h o s p i t a l  v i s i t  a re  e x p r e s s e d  in m o s t l y  n e u t r a l  
t e r ms .  T h e y  d e s c r i b e  t h e ms e l v e s  as ' s a t i s f i e d '  w i t h  the  
v i s i t  b u t  w i t h o u t  the e n t h u s i a s m or  p o s i t i v e  sense o f  
b e n e f i t s  g a i n e d  o f  the group o f  p a t i e n t s  who d e s c r i b e  the  
v i s i t  as p o s i t i v e l y  s u c c e s s f u l .
The n e x t  s t e p  in t h i s  a n a l y s i s  o f  the  p r o c e s s  o f  
r e s p o n d i n g  t o  and e v a l u a t i n g  the n e u r o l o g i c a l  c l i n i c  i s  t o  
see w h e t h e r  p o s i t i v e  or  n e g a t i v e  e v a l u a t i o n s  o f  the s ucc e ss  
or f a i l u r e  o f  the v i s i t  a re  a s s o c i a t e d  w i t h  o t h e r  known 
c h a r a c t e r i s t i c s  o f  the p a t i e n t s .  For  t h i s  purpose p a t i e n t s  
had t o  be p l a c e d  i n t o  e q u i v a l e n c e  c l a s s e s .  Obs er v e r  
r a t i n g s  wer e  used,  based on the p r i n c i p l e s  d e s c r i b e d  a b o v e .
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P a t i e n t s  were  p l a c e d  i n t o  a ' s u c c e s s f u l '  ( p o s i t i v e l y  
s a t i s f i e d )  r esponse  c a t e g o r y  where p o s i t i v e  e v i d e n c e  o f  
p e r c e i v e d  b e n e f i t s  was p r o v i d e d  in the  i n t e r v i e w s  and  
p a t i e n t s  d e s c r i b e d  the h o s p i t a l  v i s i t  in p o s i t i v e  e m o t i o n a l  
t e rm s .  C o n v e r s e l y  p a t i e n t s  were  c l a s s i f i e d  as f a l l i n g  i n t o  
a ' d i s a p p o i n t e d '  ( d i s s a t i s f i e d )  c a t e g o r y  where  e v i d e n c e  o f  
n e g a t i v e  e v a l u a t i o n s  o f  the c l i n i c  and n e g a t i v e  tone o f  
v o i c e  p r e d o m i n a t e d  in the i n t e r v i e w s .  I t  seemed most  
p a r s i m o n i o u s  t o  c l a s s i f y  r e m a i n i n g  p a t i e n t s  as ' n e u t r a l '  
where t h e r e  was no c o m p e l l i n g  e v i d e n c e  o f  any s t r o n g l y  f e l t  
r e a c t i o n .  So f a r  as p o s s i b l e  two s c a l e s  were  used  
because in some i n s t a n c e s  p a t i e n t s  d i f f e r e d  in v ie ws  
between two i s s u e s ;  w h e t h e r  t h e y  v i e w e d  the  c l i n i c  v i s i t  as  
s u c c e s s f u l  in te rms o f  t r e a t m e n t  and w h e t h e r  t h e y  v i e w e d  
the c l i n i c  v i s i t  as s u c c e s s f u l  in t e r ms  o f  commun i c a t  ion , 
t h a t  i s  in te rms  o f  l e a r n i n g  more a bout  t h e i r  h e ad a c h e s .
Such r e a c t i o n s  w i l l  c o n t i n u e  t o  be d i s c u s s e d  in te rms o f  
' s a t i s f a c t i o n '  a l t h o u g h  s u f f i c i e n t  has  been s a i d  t o  
i n d i c a t e  t h a t  m o s t l y  p a t i e n t s '  r e a c t i o n s  were  e v a l u a t i o n s  
of  b e n e f i t s  r a t h e r  than a t t i t u d i n a l  r e s p o n s e s .  Responses  
in t e rms  o f  the two s c a l e s  a r e  d i s c u s s e d  in t u r n .
The v a l u e  o f  t r e a t m e n t
I t  must  be emphas i zed  a t  the  o u t s e t  t h a t  the  
i n t e r v i e w  whi ch  i s  used in making t h i s  r a t i n g  was c o nd u c t e d  
o n l y  t h r e e  t o  f o u r  weeks a f t e r  the  i n i t i a l  h o s p i t a l  v i s i t .
In o t h e r  w o r d s ,  f o r  most  p a t i e n t s  i t  w o u l d  have been 
d i f f i c u l t  t o  j ud g e  w h e t h e r  the p a t t e r n  o f  r e c u r r e n t  
e p i s o d i c  headaches  had changed in the  b r i e f  p e r i o d  between
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the h o s p i t a l  v i s i t  and the r e s e a r c h  i n t e r v i e w .  Thus in 
most c a s e s  p a t i e n t s  were making j u d g e me n t s  on the  
a p o r op r  i a t e n e s s  or  p o t e n t i a l  v a l u e  o f  m e d i c a l  t r e a t m e n t  
r a t h e r  than the impact  t r e a t m e n t  a p p e a r e d  t o  have on the  
cour se  o f  symptoms o v er  t i m e .
A 27 y e a r  o l d  woman, a h o u s e w i f e  m a r r i e d  t o  an 
I n s u r a n c e  B r o k e r ,  i s  an example o f  a p a t i e n t  who v i e we d  the  
t r e a t m e n t  she r e c e i v e d  a t  the h o s p i t a l  as s u c c e s s f u l .  She 
had p r e s e n t e d  w i t h  headaches d e s c r i b e d  as a d u l l  p a i n  o v er  
one eye s p r e a d i n g  t o  the r i g h t  s i d e  o f  h e r  head .  She 
somet imes e x p e r i e n c e d  ' s i l v e r  s p a r k l e s  a t  the edge o f  the  
r i g h t  e y e '  d u r i n g  these  e p i s o d e s .  She had s u f f e r e d  
o c c a s i o n a l  s e v e r e  headaches s i n c e  c h i l d h o o d  but  had 
r e c e n t l y  s u f f e r e d  a l mos t  c o n s t a n t  h e adaches  f o r  f i v e  weeks  
p r i o r  t o  the  GP ' s  d e c i s i o n  to  r e f e r  h e r  t o  the s p e c i a l i s t .  
Both s h e ,  and her  GP in h i s  r e f e r r a l  l e t t e r ,  d e s c r i b e d  
a n o t h e r  woman in the p r a c t i c e  who had had s i m i l a r  symptoms  
which had p r o v ed  t o  be due to  a c e r e b r a l  tumour .  T h i s  
i n c i d e n t  had c l e a r l y  made an i m p r es s i o n  on the p a t i e n t .
A f t e r  the h o s p i t a l  v i s i t  he r  r e a c t i o n s  were v e r y
c 1 ear  ;
' I  was a m a z i n g l y  i mpressed.  He was v e r y  t h o r ou g h ,  
v e r y  s y m p a t h e t i c ,  and made me f e e l  v e r y  i m p o r t a n t .  He 
exa mi ned  me -  which  I never  e x p e c t e d . . .  . .  I ' m  
a b s o l u t e l y  sure  t h a t  i f  t h e r e  had been a n y t h i n g  t h e r e  
he wou l d  have f ound i t .  . .  I had j u s t  a headache and a 
l a d y  s i t t i n g  n e x t  t o  me in the w a i t i n g  rocffn had 
M u l t i p l e  S c l e r o s i s .  I thought  -  poor  chap -  he r e a l l y  
h a s n ' t  got  t i me t o  s i t  around and t h i n k  about  my 
h e a d a c h e s . .  I was s u p r i s e d  t o  be t o l d  what  he t houg ht  
the  p r ob l em was.  He s a i d  i t  was a t ype  o f  m i g r a i n e  
because  I was a wcxnan u n s u i t e d  t o  the p i l l . '
By c o n t r a s t  the f o l l o w i n g  i s  an example  o f  a
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p a t i e n t  v e r y  d i s a p p o i n t e d  by h i s  t r e a t m e n t  in the c l i n i c .
He was a 38 y e a r  o l d  e l e c t r i c i a n  who p r e s e n t e d  a t  the
c l i n i c  w i t h  a d u l l  p a i n  in the f o r e h e a d  wh i ch  l a s t e d
t y p i c a l l y  f o r  h a l f  a day and was u s u a l l y  accompani ed  by
' d i f f e r e n t  c o l o u r s  t h a t  appear  in f r o n t  o f  the e y e ' .  H i s
headaches  had begun one year  b e f o r e  the  r e f e r r a l  and had
been d i a g n o s e d  and t r e a t e d  by h i s  GP as m i g r a i n e .  The
p a t i e n t  had gone t o  see h i s  GP s e v e r a l  t i m e s  as d i f f e r e n t
m e d i c a t i o n s  f a i l e d  t o  h e l p .  The p a t i e n t  was not  a t  a l l
a n x i o u s  about  h i s  headaches  and had been s u p r i s e d  by the
GP's s u g g e s t i o n  t h a t  he see a s p e c i a l i s t .  H i s  r esponse  t o
the c l i n i c  was one o f  d i s a p p o i n t m e n t ;
' A l l  he d i d  was t o  sh i ne  a l i g h t  in my e ye s  and look  
a t  them.  He s a i d :  "You ' ve  d e f i n i t e l y  got  m i g r a i n e .
C a r r y  on t a k i n g  the p i l l s . "  T h a t  was i t !  I d o n ' t  t h i n k  
I ' d  have chosen him as my G . P .  He d i d n ' t  seem too  
s u r e  o f  h i m s e l f .  He s a i d ;  " I  was g o i n g  t o  ask you 
s o me t h i n g  bu t  I c a n ' t  remember what  i t  was now." He 
d i d  e x p l a i n  t o  me the cause o f  m i g r a i n e  -  s omet h i n g  t o  
do w i t h  b l o o d  v e s s e l s  in the h e ad .  But  as f a r  as  
t e l l i n g  me about  c u r e s ,  he d i d n ' t  m e n t i o n  i t  a t  a l l . '
The v a l u e  o f  c ommuni ca t i on
A t y p i c a l l y  f a v o u r a b l e  r esponse  t o  communi ca t i on  
w i t h  the n e u r o l o g i s t  i s  the case o f  a 44 y e a r  o l d  woman who 
worked p a r t  t i me  as a domest ic  h e l p .  She p r e s e n t e d  w i t h  a 
d u l l  p a i n  a l l  o v er  h e r  head,  t o g e t h e r  w i t h  a ' f e e l i n g  o f  a 
s w i r l i n g  in the h e a d ' ,  and a s l i g h t  f e e l i n g  o f  d i z z i n e s s  
t h a t  somet imes  accompanied the h e ad a c h e s .  Her  symptoms had  
o n l y  begun 3 months  p r i o r  to  r e f e r r a l . They  were  
a s s o c i a t e d  w i t h  h e r  m o n t h l y  p e r i o d s .  She became concer ned  
however  when t h e y  p e r s i s t e d  f o r  two weeks  beyond the end o f  
her  p e r i o d .  B e f o r e  s e e i n g  the n e u r o l o g i s t ,  she a d m i t t e d  
s u s p e c t i n g  t h a t  h e r  symptoms mi ght  be ' t h e  change o f  l i f e '
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but  her  d o c t o r ' s  d e c i s i o n  t o  r e f e r  had a la r m e d  her  i n t o
t h i n k i n g  o f  more s i n i s t e r  p o s s i b i l i t i e s .  A f t e r  the c l i n i c
v i s i t  she spoke v e r y  warml y  o f  her  c o n s u l t a t i o n :
'He  e xami ned  me and put  i t  down t o  my a ge ,  o v e r w e i g h t  
and the  f a c t  t h a t  I d o n ' t  b r e a t h  p r o p e r l y .  He s en t  me 
a l o n g  t o  the  r e h a b i l i t a t i o n  p l a c e  t o  l e a r n  t o  b r e a t h  
p r o p e r l y  and I was t o  l ose  w e i g h t .  I now know t h a t  
t h e r e  i s  n o t h i n g  wrong.  Now we know what  c auses  the  
g i d d i n e s s .  O b v i o u s l y  i t  was l a c k  o f  o xygen .  I came 
ou t  f e e l i n g  so happy t h a t  t h e r e  w a s n ' t  a n y t h i n g  wrong .  
He j u s t  c o n f i r m e d  what  I had t h o u g h t  in the  
beg i n n i n g . '
Q u i t e  d i f f e r e n t  are  the r e a c t i o n s  o f  a 19 y ea r  o l d
s i n g l e  woman who w or ke d  as a shop a s s i s t a n t .  She p r e s e n t e d
w i t h  sharp  p a i n s  on the top of  her  head whi ch  she d e s c r i b e d
as o c c a s i o n a l l y  so s e v e r e  t h a t  she f a i n t e d .  The e p i s o d e s
l a s t e d  a day each and had been o c c u r r i n g  t w i c e  a week f o r
f o u r  months p r i o r  t o  r e f e r r a l .  She d e s c r i b e d  h e r s e l f  as
o n l y  m i l d l y  w o r r i e d  by the symptoms when i n t e r v i e w e d  b e f o r e
s e e i n g  the n e u r o l o g i s t ,  her  w o r r i e s  m a i n l y  a r i s i n g  because
o t h e r  p e op l e  had s ug g e s t e d  t o  her  t h a t  the symptoms m i gh t
be due t o  anaemi a  or  a b r a i n  tumour .  These a r e  her
r e a c t i o n s  t o  the  communi ca t i on  a s p e c t s  o f  the c l i n i c  v i s i t :
'He s a i d  I was p h y s i c a l l y  okay and t h a t  the  headaches  
woul d  go as soon as t hey  came bu t  he wo u l d  do an EEG 
t o  make s u r e .  I was q u i t e  shocked -  annoyed .  My God! 
A l l  he i s  s a y i n g  i s  t h a t  t h e y  w i l l  go as soon as t h e y  
came.  How l o n g  do I have t o  w a i t ?  An a b s o l u t e  was t e  
of  t i m e .  T h e r e  were  s t u d e n t s  t h e r e .  Q u i t e  
e m b a r a s s i n g ,  w i t h  ever ybody  s t a r i n g .  I wou l d  have  
s a i d :  " What a r e  the causes o f  headaches  l i k e  t h i s ? "  
I n s t e a d  I j u s t  s a t  t h e r e  embarassed .  He e x p l a i n e d  
more t o  the  s t u d e n t s  than t o  me. I got  the i mpr ess i on  
he t h o u g h t :  " L e t ' s  ge t  t h i s  o v er  and done w i t h . "  He 
d i d n ' t  ask me w h e t h e r  t h e r e  was a n y t h i n g  I wan t ed  t o  
a s k .  I was s u p r i s e d  he l e t  me wa l k  out  w i t h o u t  
knowing a n y t h i n g .  He j u s t  s a i d :  "There  d o e s n ' t  seem t o  
be a n y t h i n g  s e r i o u s l y  wrong.  T h e y ' l l  p r o b a b l y  go the  
same way t h e y  came."  I c o u l d  have worked  t h a t  out  f o r  
m y s e l f .  They  c o u l d  have e x p l a i n e d  why t h e y  t e s t  f e e t  
movement and r e f l e x e s .  I was not  a t  a l l  r e a s s u r e d  by 
the v i s i t  i t s e l f . '
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P a t i e n t s  a t t e n d i n g  the c l i n i c s  c o u l d  be c l a s s i f i e d  
in t e rms  o f  t h r e e  b r o a d l y  d i f f e r i n g  r e sp o n s e s  t o  t h e i r  
c l i n i c  v i s i t :  ( 1 )  a p o s i t i v e  v i e w  t h a t  the  v i s i t  had been 
b e n e f i c i a l  and h e l p f u l  ( 2 )  a n e g a t i v e ,  d i s a p p o i n t e d  v i ew  
t h a t  the v i s i t  had been u n s uc ce s s f u l  and ( 3 )  a more n e u t r a l  
v iew o f  the c l i n i c  wh i ch  mi ght  be c l a s s i f i e d  as ' s a t i s f i e d '  
in the sense t h a t  no d i s a p p o i n t e d  c r i t i c a l  r e a c t i o n s  were  
e x p r es se d  but  i s  h e r e  p l a c e d  in an i n t e r m e d i a t e  ' n e u t r a l '  
c a t e g o r y  o f  r e s p o n s e .  A f o u r t h  r e a c t i o n  was o b s e r v e d  in a 
smal l  number o f  p a t i e n t s  <7 p a t i e n t s  in r e l a t i o n  t o  
t r e a t m e n t  and 2 p a t i e n t s  in r e l a t i o n  to  c o m m u n i c a t i o n ) ,  
c o m p r i s i n g  a p r e d o m i n a n t l y  n e g a t i v e  c r i t i c a l  v i e w  on most  
a s p e c t s  o f  the v i s i t  t o  the h o s p i t a l ,  but  some f e e l i n g s  
a l s o  o f  p o s i t i v e  s a t i s f a c t i o n .  T h i s  r esponse  f o r  the  
purposes  o f  a n a l y s i s  he r e  has been combined w i t h  the p u r e l y  
n e g a t i v e  r e s p o n s e s .  P a t i e n t s '  v i e ws  were c a t e g o r i z e d  w i t h  
r e g a r d s  t o  two c e n t r a l  a s p e c t s  o f  the c l i n i c  v i s i t  -  in 
r e l a t i o n  t o  m e d i c a l  t r e a t m e n t  and i n f o r m a t i o n  and 
e x p l a n a t i o n  ( ' c o m m u n i c a t i o n ' )  and the r e s u l t s  shcxun in 
T a b l e  6 .  P a t i e n t s  were  r a t e d  s e p a r a t e l y  on t he  two s c a l e s  
of  t r e a t m e n t  and c o m m u n i c a t i o n .  As can be seen f r om T a b l e  
7,  59 (62%) p a t i e n t s  r esponded the same way t o  bot h  a s p e c t s  
of  t h e i r  h o s p i t a l  v i s i t .  The r e m a i n i n g  p a t i e n t s  (38%) were  
r a t e d  as r e s p o n d i n g  in d i f f e r e n t  t e rms t o  the  two 
d i men s i ons  o f  t h e i r  h o s p i t a l  v i s i t .
S t a t i s t i c a l  a s s o c i a t i o n s  w i t h  p a t i e n t s '  r e s po n s e s
A number o f  v a r i a b l e s  were  examined wh i ch  i t  was 
t hought  m i gh t  e x p l a i n  the d i f f e r e n t  r e sp o n s e s  t o  t r e a t m e n t
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and communi ca t i on  f r om the  c l i n i c .  The r e  was no i n d i c a t i o n  
t h a t  r e sp on se s  on e i t h e r  s c a l e  were a s s o c i a t e d  w i t h  age ,  
s ex ,  s o c i a l  c l a s s ,  or  e d u c a t i o n a l  l e v e l .  N e x t ,  those  
a s p e c t s  of  p a t i e n t  management  t h a t  c o u l d  be measured were  
c o n s i d e r e d  in r e l a t i o n  t o  the two s c a l e s .  None o f  the  
f o l l o w i n g  v a r i a b l e s  were  s i g n i f i c a n t l y  r e l a t e d  t o  p a t i e n t s '  
r e sp o n s e s :  w h e t h e r  or  no t  the  p a t i e n t  a t t e n d e d  a t e a c h i n g  
h o s p i t a l ,  w he t he r  the  p a t i e n t  was seen by a c o n s u l t a n t  or  
by a d o c t o r  in t r a i n i n g ,  s e e i n g  any p a r t i c u l a r  d o c t o r ,  
w he t he r  or  not  a f o l l o w  up v i s i t  was a r r a n g e d  and w h e t h e r  
or not  the p a t i e n t  r e c e i v e d  i n v e s t i g a t i v e  t e s t s .  T h e re  a r e  
many o t h e r  a s p e c t s  o f  p a t i e n t  management whi ch  may w e l l  
have i n f l u e n c e d  p a t i e n t s '  v i e w s  but  which c o u l d  no t  be 
measured,  p a r t i c u l a r l y  w i t h  r e g a r d  t o  a s p e c t s  o f  
communicat ion w i t h i n  the  c o n s u l t a t i o n .
However some p a t i e n t  c h a r a c t e r i s t i c s  were  
s i g n i f i c a n t l y  a s s o c i a t e d  w i t h  r e s p o n s e s .  F i r s t l y  in 
r e l a t i o n  to  v i e ws  o f  the v a l u e  of  t r e a t m e n t ,  a compar i son  
of  the 27 p a t i e n t s  who r e c e i v e d  a d i a g n o s i s  o f  muscle  
c o n t r a c t i o n  ( t e n s i o n  headache )  f rom the n e u r o l o g i s t  w i t h  53  
p a t i e n t s  who were d i a g n o s e d  as h a v i n g  m i g r a i n e  showed t h a t  
m i g r a i n e  p a t i e n t s  were  more l i k e l y  t o  be d i s s a t i s f i e d  w i t h  
t h e i r  medica l  t r e a t m e n t  (Chi  squar e  4 . 0 6 ;  d . f . = l ;  P < 0 . 0 5 ) .  
A l s o ,  when p a t i e n t s  w i t h  a h i s t o r y  o f  headaches  o f  l o n g e r  
than one y e a r ' s  d u r a t i o n  ( 6 3  p a t i e n t s )  were  compared w i t h  
p a t i e n t s  w i t h  s h o r t e r  h i s t o r i e s  ( 3 2 ) ,  those w i t h  l o n g e r  
h i s t o r i e s  o f  headache s u f f e r i n g  were f ound t o  be more
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d i s s a t i s f i e d  w i t h  m e d i c a l  t r e a t m e n t  (Chi  Square  6 . 3 5 ;  
d . f . = l ;  P < 0 . 0 5 ) .  The 24 p a t i e n t s  whose ma j o r  c oncer n  was  
f o r  p r e v e n t i v e  i n t e r v e n t i o n ,  when compared t o  the  r e s t  o f  
the sample  were f ound  t o  be more l i k e l y  t o  be d i s s a t i s f i e d  
w i t h  t r e a t m e n t  (Chi  Square  6 . 7 7 ;  d . f = l ;  P< 0 . 0 1 ) .  The  
group o f  23 p a t i e n t s  who in the p r e - h o s p i t a l  c o n s u l t a t i o n  
i n t e r v i e w  were r a t e d  as d e f i n i n g  t h e i r  p rob l em c l e a r l y  in 
t erms o f  m i g r a i n e  were  much more l i k e l y  t o  be d i s s a t i s f i e d  
w i t h  t h e i r  med ica l  t r e a t m e n t  than the r e s t  o f  the sample  
(Chi  Square  1 6 . 6 8 ;  d . f . = l ;  P < 0 . 0 0 1 ) .  P a t i e n t s  w i t h  no 
s i g n i f i c a n t  PSE symptoms ( 6 0 )  were compared w i t h  p a t i e n t s  
w i t h  s i g n i f i c a n t  p s y c h i a t r i c  symptoms ( 3 5 ) .  The l a t t e r  
group o f  p a t i e n t s  were  a l s o  more l i k e l y  t o  be d i s s a t i s f i e d  
(Chi  Square  6 . 4 0 ;  d . f . = l ;  P < 0 . 0 2 ) .
F i n a l l y ,  i t  was n o t e d  e a r l i e r  t h a t ,  in the  
i n t e r v i e w s  conduc t ed  b e f o r e  the c l i n i c  c o n s u l t a t i o n ,  65  
p a t i e n t s  were to  some e x t e n t  a n x i o u s  about  t h e i r  headaches  
in t e r ms  o f  p o s s i b l e  s e r i o u s  i l l n e s s .  In  the f o l l o w  up 
i n t e r v i e w  these  p a t i e n t s  were  a g a i n  asked about  such 
w o r r i e s  in r e l a t i o n  t o  t h e i r  h e adaches .  Twenty  f i v e  o f  
t h i s  group o f  p a t i e n t s  ( 38%) e x p r e s s e d  some r e m a i n i n g  
w o r r y  or  c o n c e r n ,  a l t h o u g h  in many cases  the w o r r i e s  
a p pear ed  l e s s  s ev e r e  than b e f o r e  s e e i n g  the s p e c i a l i s t .
Those p a t i e n t s  who e x p r e s s e d  some c o n t i n u i n g  w o r r y  about  
s e r i o u s  i l l n e s s  in r e l a t i o n  t o  t h e i r  headaches  were  much 
more l i k e l y  t o  be d i s s a t i s f i e d  w i t h  t h e i r  me d i c a l  t r e a t m e n t  
compared w i t h  those who were  r e a s s u r e d  ( Chi Square  8 . 4 7 ;  
d . f . = l ;  P < 0 . 0 0 5 ) .
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S i m i l a r  p a t i e n t  c h a r a c t e r i s t i c s  were  a l s o  
s i g n i f i c a n t l y  a s s o c i a t e d  w i t h  the p a t i e n t s '  e v a l u a t i o n s  of  
c o mmu n i ca t i on .  P a t i e n t s  w i t h  a h i s t o r y  o f  headache o f  more  
than one y e a r ' s  d u r a t i o n  were  more l i k e l y  than those w i t h  
s h o r t e r  h i s t o r i e s  t o  be d i s s a t i s f i e d  w i t h  c ommuni ca t i on  
(Chi  Square  4 . 4 5 ;  d . f . = l ;  P < 0 . 0 5 ) .  The p a t i e n t s  who 
c l e a r l y  d e f i n e d  t h e i r  p r ob l em in t e rms  o f  m i g r a i n e  were  
a l s o  more l i k e l y  to  be d i s s a t i s f i e d  (Chi  Square  4 . 9 2 ;  
d . f . = l ;  P < 0 . 0 5 ) ,  P a t i e n t s  w i t h  s i g n i f i c a n t  p s y c h i a t r i c  
symptoms were  more l i k e l y  t o  be d i s s a t i s f i e d  (Chi  Square  
4 . 7 8 ;  d . f . = l ;  P < 0 . 0 5 ) .  F i n a l l y  those who s t i l l  r e p o r t e d  
some w o r r y  about  s e r i o u s  i l l n e s s  were a l s o  more l i k e l y  to  
be d i s s a t i s f i e d  w i t h  communi ca t i on  f r om the s p e c i a l i s t  (Chi  
Square 8 . 2 6 ;  d . f . = l ;  P < 0 . 0 0 5 ) .
From these  r e s u l t s  i t  a p p e a r s  t h a t  t h r e e  main  
v a r i a b l e s  a r e  i n d e p e n d e n t l y  i n f l u e n c i n g  the two 
s a t i s f a c t i o n  s c a l e s ;  ( 1 )  w h e t h e r  or  not  p a t i e n t s  v i e w e d  
t h e ms e l ves  c l e a r l y  as m i g r a i n e  s u f f e r e r s  ( ' t h e  p a t i e n t ' s  
d e f i n i t i o n  o f  the p r o b l e m ' )  ( 2 )  w h e t h e r  the  p a t i e n t  had  
s i g n i f i c a n t  p s y c h i a t r i c  symptoms and ( 3 )  w he t h e r  the  
p a t i e n t  f e l t  r e a s s u r e d  about  s e r i o u s  i l l n e s s  as a r e s u l t  o f  
the h o s p i t a l  v i s i t .  The numbers in the sample a r e  smal l  
f o r  e xa m i n i n g  m u l t i v a r i a t e  i n f l u e n c e s ;  however  i t  i s  
s uggest ed  t h a t  the r e l a t i o n s h i p s  between t hese  t h r e e  
v a r i a b l e s  and the two s a t i s f a c t i o n  r a t i n g s  r e f l e c t  t h r e e  
i m p o r t a n t  and s e p a r a t e  u n d e r l y i n g  p r o c e s s e s .  The 
r e l a t i o n s h i p  between the  t h r e e  v a r i a b l e s  and s a t i s f a c t i o n  
i s  exami ned by l o o k i n g  a t  r e l a t i o n s h i p s  w i t h  r e g a r d  t o  the  
s ca l e  o f  s a t i s f a c t i o n  w i t h  t r e a t m e n t .  An e x a m i n a t i o n  o f
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the t h r e e  v a r i a b l e s  in r e l a t i o n  t o  s a t i s f a c t i o n  to  
communi ca t i on  wo u l d  show s i m i l a r  independence  f o r  the t h r e e  
v a r i a b l e s  as i s  shown f o r  the t r e a t m e n t  s c a l e .
F i r s t l y  t h e r e  i s  a group o f  v a r i a b l e s  t h a t  were  
shown above t o  be r e l a t e d  t o  s a t i s f a c t i o n  w i t h  t r e a t m e n t  
which a l s o  a r e  q u i t e  e v i d e n t l y  r e l a t e d  t o  each o t h e r .
These v a r i a b l e s  a r e ;  d i a g n o s i s  ( m i g r a i n e  v e r s u s  t e n s i o n  
h e a d a c h e ) ;  c h r o n i c i t y  ( wh e t h e r  or  not  the  p a t i e n t  had  
s u f f e r e d  headaches  f o r  l on g e r  than a y e a r ) ,  concer n  f o r  
p r e v e n t i v e  i n t e r v e n t i o n ,  and the p a t i e n t ' s  d e f i n i t i o n  of  
the p r ob l em ( w h e t h e r  the  p a t i e n t  c l e a r l y  d e f i n e d  t h e i r  
headaches as m i g r a i n e ) .  C h r o n i c i t y  i s  a s s o c i a t e d  w i t h  the  
p a t i e n t ' s  d e f i n i t i o n  o f  the probl em in t h a t  p a t i e n t s '  w i t h  
headache h i s t o r i e s  l o n g e r  than one y e a r  a re  more l i k e l y  t o  
d e f i n e  t h e i r  he ada c he s  as m i g r a i n e  (Chi  Square  1 4 . 5 0 ;  
d . f . = l ;  P < 0 . 0 0 1 ) .  C h r o n i c i t y  i s  a s s o c i a t e d  w i t h  d i a g n o s i s  
in t h a t  p a t i e n t s  w i t h  headache h i s t o r i e s  l o n g e r  than one 
year  a r e  more l i k e l y  t o  be d i agnosed  as m i g r a i n e  r a t h e r  
than t e n s i o n  headache  (Chi  Square 2 4 . 4 4 ;  d . f . = l ;  P < 0 . 0 0 0 1 ) .  
The concern  f o r  a p r e v e n t i v e  i n t e r v e n t i o n  i s  more convnonly 
r e p o r t e d  by p a t i e n t s  who d e f i n e  t h e i r  p r o b l em in te rms  o f  
m i g r a i n e  (Chi  S q u a r e = 2 0 . 3 8 ;  d . f .  = l ;  P < 0 . 0 0 0 1 ) .  F i n a l l y  and 
p r e d i c t a b l y ,  p a t i e n t s  w i t h  m i g r a i n e  a r e  more l i k e l y  t o  
d e f i n e  t h e i r  p r ob l e m as such (Chi  Square  1 5 . 8 1 ;  d . f . = l ;  
P < 0 . 0 0 1 ) .
These f o u r  v a r i a b l e s  in f a c t  r e f l e c t  o v e r l a p p i n g  
a s p e c t s  o f  the e x p e r i e n c e  o f  m i g r a i n e .  However in r e l a t i o n  
to s a t i s f a c t i o n ,  the  i m p o r t a n t  v a r i a b l e  o f  the  f o u r  i s  the
Page 181
p a t i e n t ' s  d e f i n i t i o n  o f  the probl em ( w h e t h e r  or  not  the  
p a t i e n t  c l e a r l y  d e f i n e d  t h e i r  headaches  as m i g r a i n e ) .  I f  
p a t i e n t s  who d i d  or  d i d  not  d e f i n e  t h e i r  heada c he s  as  
m i g r a i n e  a r e  c o n s i d e r e d  as two s e p a r a t e  g r ou p s  then  
c h r o n i c i t y  does no t  have a s t r o n g  i n d e p en d e n t  i n f l u e n c e  on 
s a t i s f a c t i o n  w i t h  t r e a t m e n t .  A l l  p a t i e n t s  who d e f i n e d  
t h e i r  headaches  as  m i g r a i n e  had s u f f e r e d  he ada c he s  more  
than a y e a r ;  so c h r o n i c i t y  cannot  be exami ned  in t h i s  
group .  Amongst those  who d i d  not  d e f i n e  t h e i r  headaches  as  
m i g r a i n e  h o we ve r ,  c h r o n i c i t y  i s  not  s i g n i f i c a n t l y  r e l a t e d  
to s a t i s f a c t i o n  w i t h  t r e a t m e n t .  On the o t h e r  hand ,  i f  
p a t i e n t s  w i t h  more than one y e a r ' s  h i s t o r y  a r e  c o n s i d e r e d ,  
t h e re  i s  a s i g n i f i c a n t  i ndependent  e f f e c t  o f  p a t i e n t ' s  
d e f i n i t i o n  upon s a t i s f a c t i o n  w i t h  t r e a t m e n t  (Chi  Square  
1 1 . 9 7 ;  d . f . = l ;  P < 0 . 0 0 1 ) .  A g a i n ,  t h e r e  i s  no i n d e pe n d e nt  
a s s o c i a t i o n  between concern  f o r  p r e v e n t i v e  i n t e r v e n t i o n  and  
s a t i s f a c t i o n  i f  the  sample i s  d i c h o t o m i s e d  by the  p a t i e n t ' s  
d é f i n i t i o n .
The p a t i e n t ' s  d e f i n i t i o n  of  headaches  as m i g r a i n e  
i s  then one i m p o r t a n t  i n f l u e n c e  upon s a t i s f a c t i o n  w i t h  
t r e a t m e n t .  I t  has the s t r o n g e s t  a s s o c i a t i o n  w i t h  
s a t i s f a c t i o n  o f  the t h r e e  v a r i a b l e s  c o n s i d e r e d  h e r e .  I t  i s  
u n r e l a t e d  to  e i t h e r  o f  the two o t h e r  main v a r i a b l e s  t h a t  
appear  to  i n f l u e n c e  s a t i s f a c t i o n  -  p s y c h i a t r i c  symptoms and  
r e a s s u r a n c e .  Thus t h e r e  are  no s i g n i f i c a n t  z e r o  o r d e r  
a s s o c i a t i o n s  between the p a t i e n t ' s  d e f i n i t i o n ,  p s y c h i a t r i c  
symptoms and r e a s s u r a n c e .  Moreover  i f ,  f o r  e x a m p l e ,  the  
sample i s  exami ned  in terms o f  s ub - g r o u p s  f o r med  f rom the  
v a r i a b l e  o f  s i g n i f i c a n t  p s y c h i a t r i c  symptoms,  i t  I s
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a p p a r e n t  t h a t  the  p a t i e n t ' s  d e f i n i t i o n  o f  the  p r ob l em has  
an i m p o r t a n t  i n d e pe n d e nt  i n f l u e n c e  upon s a t i s f a c t i o n  w i t h  
t r e a t m e n t  ( T a b l e  8 ) .
The two o t h e r  v a r i a b l e s  -  p s y c h i a t r i c  symptoms and  
r e a s s u r a n c e  -  may be examined in the same way .  As a l r e a d y  
i n d i c a t e d  t h e r e  a r e  no z e r o  o r d e r  r e l a t i o n s h i p s  between  
p s y c h i a t r i c  symptoms,  r e a s s u r a n c e  and p a t i e n t ' s  d e f i n i t i o n  
t h a t  a re  s i g n i f i c a n t .  Mor eover  i f ,  f o r  e xa mp l e ,  sub 
groups o f  p a t i e n t s  a r e  taken w i t h  r e g a r d  t o  w h e t h e r  the  
p a t i e n t  d e f i n e s  headaches  as m i g r a i n e  or  n o t ,  i t  i s  
a p p a r e n t  f r om  T a b l e  9 t h a t  p s y c h i a t r i c  symptoms have an 
i n f l u e n c e  on s a t i s f a c t i o n  a t  l e a s t  amongst  the  m a j o r i t y  o f  
p a t i e n t s  who do not  c l e a r l y  d e f i n e  t h e i r  symptoms as  
m i g r a i n e .  F i n a l l y  the i n f l u e n c e  o f  r e a s s u r a n c e  upon 
s a t i s f a c t i o n  can be examined in d i f f e r e n t  sub groups  f o r me d  
of  w h e t h e r  o r  not  s i g n i f i c a n t  p s y c h i a t r i c  symptoms a r e  
p r e s e n t .  On l y  the  65 p a t i e n t s  who were  i n i t i a l l y  r a t e d  as  
a n x i o u s  b e f o r e  t h e i r  n e u r o l o g i c a l  c o n s u l t a t i o n ,  a re  
i n c l u d e d  in t h i s  a n a l y s i s  o f  r e a s u r a n c e  ( T a b l e  1 0 ) .  I t  i s  
a p p a r e n t  t h a t  r e a s s u r a n c e  i s  s i g n i f i c a n t l y  a s s o c i a t e d  w i t h  
s a t i s f a c t i o n  r e g a r d l e s s  of  the p a t i e n t ' s  p s y c h i a t r i c  s t a t e .
The i n t e r p r e t a t i o n  o f  a s s o c i a t i o n s ;  
the m i g r a i n e  s u f f e r e r
One p a r t i c u l a r  c l u s t e r  o f  v a r i a b l e s  were  v e r y  
s t r o n g l y  a s s o c i a t e d  w i t h  the l i k e l i h o o d  o f  e x p r e s s i n g
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d i s s a t i s f i e d  and d i s a p p o i n t e d  r e a c t i o n s  t o  the  c l i n i c  
v i s i t .  P a t i e n t s  w i t h  c h r o n i c  headache h i s t o r i e s ,  
e s p e c i a l l y  i f  t h e y  were  d i a g n o s e d  as m i g r a i n e  were  more  
o f t e n  d i s s a t i s f i e d .  Amongst c h r o n i c  m i g r a i n e  s u f f e r e r s ,  
the group who were  r a t e d  as h a v i n g  a v e r y  c l e a r  d e f i n i t i o n  
of  t h e i r  headaches  as m i g r a i n e  were p a r t i c u l a r y  l i k e l y  t o  
be d i s s a t i s f i e d .  The r e a c t i o n s  and v i e ws  o f  t h i s  g r o u p ,  
which showed the most  d i s s a t i s f a c t i o n  in the s am p l e ,  
r e q u i r e  p a r t i c u l a r l y  c l o s e  a t t e n t i o n .
Above a l l  e l s e  t h i s  group o f  m i g r a i n e  s u f f e r e r s
were d i s a p p o i n t e d  because s e e i n g  a s p e c i a l i s t  p r o v ed  t o  be
no d i f f e r e n t  f rom c o n s u l t i n g  t h e i r  g en e r a l  p r a c t i t i o n e r ,
most p a r t i c u l a r l y  in t h a t  the  c o n s u l t a t i o n  p r o v ed  t o  be
r us h ed  and d i d  not  p e r m i t  a c a r e f u l  c o n s i d e r a t i o n  o f  t h e i r
headaches by the s p e c i a l i s t .  As one m i g r a i n e  s u f f e r e r
summarised the h o s p i t a l  v i s i t ;
' I w a s n ' t  v e r y  i mpressed  r e a l l y ,  a compl e t e  w a s t e  o f  
t i m e .  V e r y  d i s i l l u s i o n e d .  She went  th r ough  me l i k e  a 
conveyor  b e l t .  The i de a  o f  s e e i n g  a s p e c i a l i s t  i s  
t h a t  t h e y ' v e  got  some t i me t o  see you,  e x p l a i n  v a r i o u s  
p o i n t s .  The q u e s t i o n s  were  v e r y  q u i c k .  A n s w e r i n g  the  
q u e s t i o n s  was l i k e  a game o f  t a b l e  t e n n i s . '
T h i s  p e r c e p t i o n  o f  b e i n g  r ushed  was v e r y  common 1 y 
r e p o r t e d  by t h i s  g r o u p .  I t  had a number o f  d i s a p p o i n t i n g  
consequences .  F i r s t l y  i t  meant  t h a t  the d o c t o r  d i d  not  
appear  to  t ake  a f u l l  h i s t o r y  of  what  t o  the p a t i e n t  was  
u s u a l l y  a complex h i s t o r y  o f  head a c h e s ,  w i t h  s h i f t i n g  
p a t t e r n s ,  a v a r i e t y  o f  p o s s i b l e  causes  and u n i que  p e r s o n a l  
b i o g r a p h i c a l  f e a t u r e s .  In the  words o f  one p a t i e n t ;  ' I 
f e l t  he d i d n ' t  go deep enough i n t o  what  was c a u s i n g  t h e m . '  
Ano t her  p a t i e n t  c i t e d  s p e c i f i c  p e rs o n a l  f a c t o r s  she t h o u g h t
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the d o c t o r  ought  t o  have c ov e r e d  in h e r  m i g r a i n e  h i s t o r y ,  
p a r t i c u l a r l y  in r e l a t i o n  t o  seasonal  f a c t o r s :  ' N o t  enough  
q u e s t i o n s .  He c o u l d  have put  more in about  work  and  
s p r i n g ,  autumn,  summer , h e a t .  He was too  q u i c k ' .  S e v e r a l  
p a t i e n t s  f e l t  t h a t  d i e t  in p a r t i c u l a r  s h o u l d  have been more  
t h o r o u g h l y  i n v e s t i g a t e d .
A l s o  because  o f  the d i s c r e p a n c y  between t h e i r  own
complex p e r c e p t i o n s  o f  t h e i r  symptoms and the  a p p a r e n t l y
s u p e r f i c i a l  a ppr oach  o f  the n e u r o l o g i s t ,  t h i s  group o f
p a t i e n t s  were  p a r t i c u l a r l y  l i k e l y  t o  f e e l  as  though t h e y
had not  been t a k en  s e r i o u s l y :
' I f e l t  a l s o  he d i d n ' t  have a l o t  o f  t i m e ,  t h a t  he had  
p a t i e n t s  w i t h  more s e r i o u s  t h i n g s ,  wh i ch  he p r o b a b l y  
d i d .  I was q u i t e  t r i v i a l  by c o m p a r i s o n . . '
Or as a n o t h e r  p a t i e n t  put  i t :
' I  f e l t  as  though I ' m  an o r d i n a r y  m i g r a i n e  s u f f e r e r ,  
n o t h i n g  s p e c i a l  and I ' m  h o l d i n g  o t h e r  p e o p l e  u p . . . . .  
j u s t  a n o t h e r  example  o f  t h i s  p a r t i c u l a r  phenomenon. '
P a t i e n t s '  v e r y  sense o f  l e g i t i m a c y  t o  be in the
c l i n i c  seemed u n d e r mi ned  in some c ases :
' I t houg ht  what  was g o i ng  through h i s  mi nd was t h a t  I 
was some s o r t  o f  h y p o c h o n d r i a c . ,  or  f a n a t i c a l  about  
these  h e a d a c h e s . '
Thus i f  m i g r a i n e  p a t i e n t s  o f t e n  f e l t  i m p e r s o n a l l y  
i n v e s t i g a t e d  and n o t  t aken s e r i o u s l y ,  r a t h e r  as  in o t h e r  
c o n t a c t s  w i t h  m e d i c i n e  over  m i g r a i n e ,  so a l s o  t he  r e s u l t s  
of  s e e i n g  the s p e c i a l i s t  were a l s o  d i s a p p o i n t i n g l y  modest  
and d e f l a t i n g .  For  e xa mp l e ,  the s p e c i a l i s t  a p p e a r e d  t o  
some p a t i e n t s  t o  r e g a r d  w i t h  some s i g n i f i c a n c e  the  
c o n f i r m a t i o n  o f  a d i a g n o s i s  t h a t  the p a t i e n t  had never  
thought  in d o u b t :
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' I a l r e a d y  Knew i t  was m i g r a i n e .  Whet her  the  
s p e c i a l i s t  t hought  he ought  c o n f i r m  i t .  I t  seemed  
q u i t e  s t r a n g e  him t e l l i n g  m e . '
The o t h e r  r e s u l t  o f  most  c o n s u l t a t i o n s ,  r e c e i v i n g  a
p r e s c r i p t i o n  was a l s o  e x p e r i e n c e d  as d i s a p p o i n t i n g l y  
f a m i l i a r :  ' L i k e  a l l  d o c t o r s ,  t h e y  j u s t  w r i t e  out  a 
p r e s c r  i p t i o n ' .
A n o t h e r  m i g r a i n e  s u f f e r e r  e x p l a i n e d :
' L i t e r a l l y  a l l  t h a t  happened was t h a t  I got  a 
p r e s c r i p t i o n  out  o f  i t  whi ch  I c o u l d  have got  f r om my 
own d o c t o r . '
Most  i m p o r t a n t  o f  a l l ,  the r o u t i n e  n a t u r e  o f  the  
c o n s u l t a t i o n  meant  t h a t  the s p e c i a l i s t  had no t ime t o  
e x p l a i n  a n y t h i n g  about  h i s  v i e w s  of  what  causes  the  
p a t i e n t ' s  headaches  or  what  the s u f f e r e r  m i g h t  do t o  a v o i d  
or  r e d u ce  the s e v e r i t y  o f  e p i s o d e s :  '  I  t h i n k  he j u s t  s a i d  
" i t ' s  a m i g r a i n e " .  I w a n t e d  him t o  e x p l a i n  t o  me what  a 
m i g r a i n e  i s ,  what  causes  i t . '
The f r u s t r a t i o n s  and d i s a p p o i n t m e n t s  o f  t h i s  group
were the  most  i n t e n s e l y  f e l t  and the g r e a t e s t  source  o f
d i s s a t i s f a c t i o n  w i t h  the c l i n i c .  One p a t i e n t  p a r t i c u l a r l y
g r a p h i c a l l y  draws t o g e t h e r  and conveys  the p e r c e p t i o n s  o f
the c l i n i c  o f  such p a t i e n t s :
' He gave me the b e n e f i t  o f  q u a r t e r  o f  an h o u r ,  no t  as  
thorough as my 6 . P.  had been .  As a me d i c a l  e x e r c i s e ,
I d o n ' t  f e e l  I ' v e  b e n e f i t e d .  The s p e c i a l i s t  gave me 
the  i mpr es s i on  he wan t ed  t o  go home. Per haps  he had a 
m i g r a i n e !  He was r u s h i n g .  I ' d  assumed t h a t  t h i s  
w oul d  be a d e t a i l e d  d i s c u s s i o n  w a n d e r i n g  a round the  
s u b j e c t .  I f  you d o n ' t  know what  i t s  g o i n g  t o  be l i k e  
you c a n ' t  p r e p a r e  y o u r s e l f  t o  g e t  e v e r y t h i n g  in t he  
f i r s t  s e n t e n c e .  L i k e  the  p o l i t i c i a n  asked a q u e s t i o n  
on T . V . ,  " f i r s t  o f  a l l  l e t  me say  t h i s . . . "  He knows  
h e ' s  got  about  a m i n u t e  and a h a l f  t o  say what  he 
l i k e s  b e f o r e  the i n t e r v i e w e r  i n t e r r u p t s  and s a y s : "
What about  my q u e s t i o n ? " .  Had I known i t  was g o i n g  t o  
be l i k e  t h i s .  I ' d  have a d o p t e d  the  same approach and
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p r e p a r e d  a l i t t l e  s t a t e m e n t  w i t h  e v e r y t h i n g  thrown i n .  
A headache i s  not  l i k e  a broken l e g  -  i t ' s  got  t o  be 
a n a l y s e d ,  d i s c u s s e d ,  go r ound the s u b j e c t .  He d i d n ' t  
seem t o  be d o i n g  enough t o  e x p l o r e  why I had  
h e a d a c h e s . '
In t hese  l a s t  f ew s e n t e n c e s  the  p a t i e n t  conveys  the  
b a s i s  o f  many l ong  te rm m i g r a i n e  s u f f e r e r s '  f r u s t r a t i o n .
The p a t i e n t  comes t o  e x p e r i e n c e  h i s  or  h e r  headaches  as  
compl ex ,  p e rs o n a l  a l m os t  un i que  p u z z l e s  in te rms  o f  the  
p a t t e r n  o f  t h e i r  o c c u r r e n c e ,  f a c t o r s  t h a t  a l l e v i a t e  or  
e x a c e r b a t e  them and p e r s o n a l  or  e n v i r o n m e n t a l  f a c t o r s  t h a t  
make the person prone  t o  them.  I t  i s  assumed t h a t  in 
s e e i n g  a s p e c i a l i s t ,  an ' e x p e r t ' ,  t h i s  p e rs o n a l  h i s t o r y  
w i l l  be the f o c u s  o f  the  c o n s u l t a t i o n .  The whol e  purpose  
of  s e e i n g  a n e u r o l o g i s t  i s  f o r  such p a t i e n t s  t o  o b t a i n ,  f o r  
the f i r s t  t i m e ,  some e x p e r t  i n t e r p r e t a t i o n  o f  t h e i r  
m i g r a i n e  b i o g r a p h i e s .  I n s t e a d ,  f o r  the most p a r t  the  
n e u r o l o g i s t  has a d i f f e r e n t  agenda,  in which  such p e r s o n a l  
b i o g r a p h i c a l  r i c h n e s s  can p l a y  no p a r t .  H i s  e x p e r t i s e  in 
d i f f e r e n t i a l  d i a g n o s i s ,  in the d e t e c t i o n  o f  i mmediate  
mechanisms r e s p o n s i b l e  f o r  headaches and in a d v i c e  on 
p h a r m a c o l o g i c a l  t r e a t m e n t  does not  depend on the  
e l i c i t a t i o n  o f  the p a t i e n t ' s  b i o g r a p h y  and the n e u r o l o g i s t  
has a modest  r o l e  i nde ed  t o  p l a y  in b r i n g i n g  about  any  
p r o f o u n d  change o f  approach  t o  c op i ng  w i t h  m i g r a i n e .
Reassurance
A second p r o c e s s  i m p o r t a n t  in i n f l u e n c i n g  
s a t i s f a c t i o n  was t h a t  o f  r e a s s u r a n c e .  Many p a t i e n t s  came 
to the c l i n i c  v e r y  c on ce r ne d  because t h e i r  symptoms d i d  not  
appear  normal  and had come t o  i n d i c a t e  somet h i n g  more
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f r i g h t e n i n g .  The m a j o r i t y  o f  such p a t i e n t s  were  r e a s s u r e d  
by s e e i n g  the  s p e c i a l i s t  and were p o s i t i v e l y  s a t i s f i e d  as a 
r e s u l t .  The r e l i e f  t o  such p a t i e n t s  was d r a m a t i c :  ' I  f e l t  
v e r y  r e a s s u r e d  by the  v i s i t  to  the n e u r o l o g i s t  and came 
away t h i n k i n g :  " W e l l ,  i t s  j u s t  t e n s i o n ,  thank  God i t ' s  
noth i ng e l s e . " '
A 47 y e a r  o l d  man who worked as a t e a c h e r
i l l u s t r a t e s  t h i s  b e n e f i c i a l  outcome o f  some r e f e r r a l s .  He
d e s c r i b e d  a d u l l  p a i n  -  ' i t s  a c o n s c i o u s n e s s ,  r a t h e r  than a
r e a l  p a i n '  -  whi ch  l a s t e d  an hour  or  s o ,  t w i c e  a week .  He
had e x p e r i e n c e d  the symptoms f o r  some s i x  mont hs .  H i s
f a t h e r  had r e c e n t l y  d i e d  o f  a c e r e b r a l  haemor rhage  and in
r e l a t i o n  t o  h i s  symptoms he s a i d  a t  the  c l i n i c  w i t h  o b v i o u s
a n x i e t y :  ' I  suppose the t h i n g  t h a t  c r o s s e d  my mind was
bl ood  p r e s s u r e . '  A f t e r w a r d s  he d e s c r i b e d  h i s  r e a c t i o n  to
the d i a g n o s i s  o f  t e n s i o n  headaches he had r e c e i v e d  and h i s
t r e a t m e n t  by the s p e c i a l i s t :
'He was v e r y  e f f i c i e n t  and p i n  p o i n t e d  i t  so q u i c k l y .
I was s u p r i s e d  he gave me such a thor ough  e x a m i n a t i o n .  
I t  was a l l  done v e r y  f a c t u a l l y  and q u i c k l y  and  
l o g i c a l l y  and s t e p  w i s e . '
I n t .  'Were  you r e a s s u r e d ? '
P a t . 'Oh v e r y  much so .  Oh yes!  Once he was  
s p e c i f i c  and s a i d  what  i t  was ,  and I knew what  i t  was,  
then t h a t  was i t .  I t h i n k  t h a t ' s  why I ' v e  been 
f e e l i n g  be t t e r . '
The most s t r i k i n g  t h i n g  about  t h i s  p a t i e n t ' s  
r esponses  i s  t h a t  a s p e c t s  o f  the n e u r o l o g i s t ' s  v e r y  
s t a n d a r d i s e d  and r o u t i n i z e d  approach t o  the i n v e s t i g a t i o n  
of  he ad a c h e s ,  wh i ch  had c l e a r l y  u p s e t  p a t i e n t s  w i t h  v e r y  
d i f f e r e n t  c o n c e r n s ,  were  p e r c e i v e d  p o s i t i v e l y  by t h i s  
p a t i e n t .  The f a c t  t h a t  the n e u r o l o g i s t  moved ' q u i c k l y '  t o
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the d i a g n o s i s ,  and proceeded  thr ough  a f i x e d  sequence t o  
r e ac h  the  p o i n t  of  d i a g n o s i s  was p e r c e i v e d  as a u t h o r i t a t i v e  
and r e a s s u r i n g  by t h i s  p a t i e n t  wh e re a s  so many p a t i e n t s  
w i t h  a c on c e r n  f o r  a more f un d a me n t a l  a ppr oach  t o  be t aken  
t o  t h e i r  h e ad a c h e s ,  e x p e r i e n c e d  t h i s  same c o n t r o l  o f  the  
agenda as f r u s t r a t i n g  and d i s a p p o i n t i n g .  H i s  comments 
r e f l e c t  a r e m a r k a b l y  d i f f e r e n t  p e r c e p t i o n  f r om those o f  the  
v e r y  c r i t i c a l  p a t i e n t  who d e s c r i b e d  the  n e u r o l o g i s t ' s  
h i s t o r y  t a k i n g  t h u s :  ' The  q u e s t i o n s  were  a l l  l a i d  down and  
o b v i o u s l y  s t e r e o t y p e d . ,  he j u s t  r a t t l e d  t hr ough  t he m! '
A n o t h e r  p a t i e n t  who e x p e r i e n c e d  i mmedi a te  r e l i e f  
f rom a n e u r o l o g i c a l  c o n s u l t a t i o n  d e s c r i b e d  h e r  response  
t hus :  ' A l l  he s a i d  was:  " T h e r e ' s  n o t h i n g  wrong w i t h  your  
head" and t h a t  was enough f o r  m e ! '
Many p a t i e n t s  e x p e r i e n c e d  t h i s  same sense of  r e l i e f
f rom r e c e i v i n g  such a u t h o r i t a t i v e  r e a s s u r a n c e .  A l l
d i s c u s s i o n s  o f  the n e u r o l o g i s t ' s  r o l e  in headache emphasise
t h i s  p a r t i c u l a r  f u n c t i o n .  One o f  the n e u r o l o g i s t s  in our
sample c l e a r l y  d e f i n e d  t h i s  as a r o l e  he c o u l d  p l a y  t o  make
up f o r  o c c a s i o n a l  l i m i t a t i o n s  o f  the  g e n e r a l  p r a c t i t i o n e r :
' I f  t h e y  Cthe p a t i e n t s ]  a r e  not  t o l d  w i t h  a u t h o r i t y  or  
i f  t h e r e  i s  any v a c i l l a t i o n  or  i f  t h e y  d o n ' t  b e l i e v e  
what  the  d o c t o r  says because he d o e s n ' t  have the  
p e r s o n a l i t y  which would  convey  a u t h o r i t y ,  then t h e y ' r e  
much b e t t e r  coming to m e . '
I t  i s  p a r t i c u l a r l y  i n t e r e s t i n g ,  in v i e w  o f  such 
r e m a r k s ,  t h a t  a s i g n i f i c a n t  m i n o r i t y  o f  p a t i e n t s  d i d  not  
f i n d  the  r e f e r r a l  r e a s s u r i n g  and t h i s  was e x p r e s s e d  a l s o  in 
our a ss e ss me n t s  o f  t h e i r  r e sp o n s e s  t o  the c l i n i c  v i s i t .  How 
such ' f a i l u r e s '  o f  r e a s s u r a n c e  o c c u r r e d  i s  beyond the scope
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of  t h i s  t h e s i s ,  and d i f f i c u l t  t o  Judge f r om the d a t a  
a v a i l a b l e .  C l e a r l y  in a l l  c as e s  p a t i e n t s '  symptoms were  
e n t i r e l y  b e n i g n  and p a t i e n t s  s h o u l d  have been c o m p l e t e l y  
r e a s s u r e d .  The d i f f i c u l t i e s  o f  c o n v e y i n g  r e a s s u r a n c e  a re  
w e l l  i l l u s t r a t e d  by a 41 y e a r  o l d  woman who worked as a 
t e l e p h o n i s t .  She had s i n ce  c h i l d h o o d  s u f f e r e d  he ada c he s .
However one p a r t i c u l a r l y  p a i n f u l  a t t a c k  a l a r m e d  h e r :  ' I
f
r e a l l y  t h o u g h t  somet h i n g  was g o i n g  t o  b u r s t .  I was r e a l l y
f r i g h t e n e d . '  She was d i s a p p o i n t e d  w i t h  the approach o f  the
s p e c i a l i s t :  ' I e x p e c t e d  more o f  an e x a m i n a t i o n .  I t houg ht
h e ' d  t a k e  my b l o o d  p r e s s u r e  or  p u l s e . '  However the  most
d i s t r e s s i n g  a s p e c t  o f  the c o n s u l t a t i o n  a p p e a re d  t o  be the
s p e c i a l i s t ' s  e x p l a n a t i o n  o f  h e r  symptoms:
'He t o l d  me m i g r a i n e  i s  a b l o o d  v e s s e l  p l a y i n g  up,  a 
rush  o f  b l o o d  through t o  the  b r a i n  -  hence the  p a i n .
I f  t h a t  i s  the c as e ,  why have I go t  the  headache a l l
the  t i m e ?  ...........  S i nce  D r .  Brown t o l d  me what  m i g r a i n e
r e a l l y  i s ,  i t  made me do some t h i n k i n g .  He t o l d  me i t  
was t o  do w i t h  b l oo d  v e s s e l s  e x p a n d i n g .  I t h o u g h t ,  i f  
t h a t  keeps  e x p a n d i n g . ,  i s  i t  g o i n g  t o  do any  
e v e n t u a l . .  I t  d i d  make me t h i n k .  Am I g o i ng  t o  g e t  
any e v e n t u a l . ,  c o u l d  i t  l e a v e  any e v e n t u a l . . .  
w ea k n e ss ? '
Thus in t h i s  i n s t a n c e  the  e x p l a n a t i o n  pr oved  more
d i s t r e s s i n g  than any p r e v i o u s  c o nc e r n s !  A n o t h e r  p a t i e n t
appear ed  l i t t l e  s h o r t  of  t e r r i f i e d  by the r e g u l a r  e p i s o d e s
of  c l a s s i c a l  m i g r a i n e  she s u f f e r e d  in wh i ch  was u s u a l l y
p h y s i c a l l y  s i c k  and e x p e r i e n c e d  ' z i g  z a g s '  and double
v i s i o n .  'When my v i s i o n  i s  a f f e c t e d  i t  shakes  me up.
Perhaps my v i s i o n  w i l l  come b a c k ,  p e r h a p s  I ' l l  go b l i n d . '
She was v e r y  c r i t i c a l  o f  the s p e c i a l i s t :
'He s a i d  n o t h i n g  t h a t  I d i d n ' t  kncxv a l l  r e a d y .  He 
s a i d  m i g r a i n e  was a p r ob l em and t h e r e  r e a l l y  w a s n ' t  
much t h a t  c o u l d  be done about  i t .  I f e l t  worse when I 
came away than b e f o r e  when I ' d  seen h i m.  The mere  
f a c t  t h a t  t h e r e  w a s n ' t  a n y t h i n g  t h a t  c o u l d  be done.
He d i d n ' t  have a l o t  o f  t i m e .  He d i d n ' t  seem to  want
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t o  be b o t h e r e d  v e r y  much.  I thoug ht  I wou l d  have some 
s o r t  o f  t e s t s  but  he d i d n ' t  a r r a n g e  a n y t h i n g .  I t h i n k  
he knew b e f o r e  I w a l k e d  in e x a c t l y  what  he was g o i n g  
t o  do and s a y .  T h a t  was the  i mp r es s i on  I g o t ,  because  
he s a i d  e v e r y t h i n g  o f f  p a t .  He d i d n ' t  ask a l o t  o f  
q u e s t i o n s .  I thought  p e r h a p s  he woul d  ask me m o r e . '
I t  i s  i m p o s s i b l e  t o  a s s e s s  on the b a s i s  o f  such
a c c o u n t s  how, under  s i m i l a r  c i r c u m s t a n c e s ,  some p a t i e n t s
were r e a s s u r e d  and o t h e r s  l e f t  s t i l l  w o r r i e d .  However
t h e r e  a r e  c e r t a i n l y  a s p e c t s  o f  the l a s t  p a t i e n t ' s  account
t h a t  a r e  c o n s i s t e n t  w i t h  the a d v i c e  o f  c l i n i c i a n s  such as
K e s s e l ,  who a r g u e s  t h a t  the p r o c e s s  o f  g i v i n g  r e a s s u r a n c e
i s  f a r  f r o m  b e i n g  c l i n i c a l  common sense;
' T h e  d o c t o r  may wi sh  t o  c o n s i d e r  the p a t i e n t ' s  
c o n d i t i o n  w i t h i n  m e d i c a l  t e r ms  o f  r e f e r e n c e  -  t h a t  i s  
p a t h o l o g i c a l  p r o c e s s .  The p a t i e n t ' s  t e rms  o f  
r e f e r e n c e  embody what  he i s  a c t u a l l y  g o i n g  t hr ough  and  
he w i l l  no t  be r e a s s u r e d  u n l e s s  he b e l i e v e s  t h a t  the  
d o c t o r  i s  s e n s i t i v e  t o  and u n d e r s t a n d s  t h a t .  ( K e s s e l ,  
1 9 7 9 : 1 1 3 1 )
The p a t i e n t ' s  account  i s  c o n s i s t e n t  w i t h  K e s s e l ' s
a r gument ;  she f e l t  t h a t  the d o c t o r  had not  b o t h e r e d  t o
u n d e r s t a n d  her  p e r s o n a l  p o s i t i o n  and c o n c e r n s .  The d o c t o r
had not  e l i c i t e d  the p a t i e n t ' s  v i e w  o f  symptoms,  the
e x p l a n a t i o n  and a t t e m p t  a t  r e a s s u r a n c e  was not  a p p a r e n t l y
e x p e r i e n c e d  as p e r s o n a l l y  r e l e v a n t .  S a p i r a  a l s o  a r g u e s
t h a t  r e a s s u r a n c e  i s  u n l i k e l y  t o  be e f f e c t i v e  f r om a d o c t o r
u n l e s s  i t  i s  p r e c e de d  by an e f f o r t  t o  e s t a b l i s h  what  he
terms the  ' a f f e c t i v e  meaning o f  symptoms'  ( S a p i r a ,
1 9 7 2 : 6 0 3 ) .  F u r t h e r m o r e ,  as Kessel  a r g u e s :
' P a t i e n t s  c o n s i d e r  t h e m s e l v e s  and t h e i r  i l l n e s s e s  t o  
be i m p o r t a n t .  They need t o  know the d o c t o r  does t o o . '  
( K e s s e l , 1 9 7 9 : 1 1 3 1 )
The e v i d e n c e  f rom p a t i e n t s  such as the  one J u s t  
d e s c r i b e d  i s  t h a t  ' f a i l u r e s  o f  r e a s s u r a n c e '  may a r i s e  out
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of  not  c o n v e y i n g  a sense o f  u n d e r s t a n d i n g  and r e s p e c t  f o r  
the p a t i e n t ' s  c o m p l a i n t s ;  the r e s u l t  b e i n g  d i s s a t i s f a c t i o n  
and f u r t h e r  d i s t r e s s .  Ba r sk y  ( 1 9 8 1 )  Buchsbaum ( 1 9 8 6 )  and  
A p p l e b y  ( 1 9 8 7 )  d i s c u s s  f u r t h e r  c l i n i c a l  e v i d e nc e  o f  the  
ways in wh i ch  f a i l u r e  t o  a d d r e s s  the  p a t i e n t ' s  p r i m a r y  
concern  t hus  may be a ma j o r  s o u r ce  o f  d i s s a t i s f a c t i o n ,  
c o n t i n u e d  a n x i e t y  and f u r t h e r  h e l p  s e e k i n g .
P s y c h i a t r i c  d i s t r e s s
F i n a l l y  some p a t i e n t s  who,  f r om the PSE were  f o u n d  
to have s i g n i f i c a n t  p s y c h i a t r i c  symptoms,  were a l s o  
d i s a p p o i n t e d  w i t h  the c l i n i c  v i s i t .  The r e l a t i o n s h i p  
between p s y c h i a t r i c  d i s t r e s s  and p a t i e n t  d i s s a t i s f a c t i o n  
a l s o  emerges as s i g n i f i c a n t  in the s t u d y  of  p a t i e n t s '  
r e s p o n s e s  t o  an s e x u a l l y  t r a n s m i t t e d  d i s e a s e s  c l i n i c  
r e p o r t e d  l a t e r  in the  second h a l f  o f  the t h e s i s .  The r o l e  
of  a f f e c t i v e  d i s t r e s s  in p a t i e n t  s a t i s f a c t i o n  i s  r e m a r k a b l y  
n e g l e c t e d  and the e v i d e n c e  o f  the two s t u d i e s  in t h i s  
t h e s i s  can be used t o  e x p l o r e  the b a s i s  o f  a s s o c i a t i o n s .  A 
case t h a t  i l l u s t r a t e s  the a s s o c i a t i o n  o f  p s y c h i a t r i c  
symptoms and d i s s a t i s f a c t i o n  i s  t h a t  o f  a 39 y e a r  o l d  
I r i s h m a n  who worked as a p a ssenger  gua r d  on B r i t i s h  R a i l .
H i s  headaches  were p r e s e n t e d  as d u l l  aches in the f o r e h e a d  
t h a t  l a s t e d  a l l  the t i m e .  He had s u f f e r e d  f rom the  
headaches  f o r  some ten y e a r s .  He had a s e v e r e l y  m e n t a l l y  
h a n d i ca pp e d  son who l i v e d  In an i n s t i t u t i o n  q u i t e  a l ong  
d i s t a n c e  away f rom home. P a r t i c u l a r l y  d i s t r e s s i n g  was t h a t  
the son d i d  not  r e c o g n i s e  him a t  v i s i t s .  He acknowl edged  
t h a t  t h i s  s i t u a t i o n  m i g h t  have s om et h i n g  t o  do w i t h  h i s
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headaches  but  was no t  s e t t l e d  on t h i s  v i e w  a t  the t ime he
v i s i t e d  the h o s p i t a l .  I n  a d d i t i o n  t o  h i s  he ada c he s ,  the
PSE r e v e a l e d  numerous p s y c h o l o g i c a l  p r o b l e m s .  He
c o mp l a i n e d  o f  a c o n s t a n t  sense o f  e x h a u s t i o n  d u r i n g  the
day,  d i f f i c u l t i e s  s l e e p i n g  and poor  c o n c e n t r a t i o n .  He
f r e q u e n t l y  f e l t  l i f e  not  wor t h  l i v i n g ,  and c o mp l a i n e d  o f
i r r i t a b i l i t y  and d e p r e s s i o n .  R e c e n t l y  on a v i s i t  t o  h i s
son,  he had br oken  out  in t e a r s  f o r  no p a r t i c u l a r  r e a s o n .
The c o n s u l t a n t ,  who had e l i c i t e d  a h i s t o r y  o f  the p a t i e n t ' s
p s y c h i a t r i c  p r ob l ems  and the a s s o c i a t e d  s o c i a l  back g r ou n d ,
had recommended a n t i - d e p r e s s a n t  m e d i c a t i o n ,  bu t  s a i d  o f  the
r e f e r r a l  ; 'What  he r e a l l y  needs i s  s u p p o r t i v e  h e l p  f rom a
G.P.  or  a p s y c h i a t r i s t . '  Thus the  r e f e r r a l  was seen as
q u i t e  i n a p p r o p r i a t e  f o r  a n e u r o l o g i s t .  The p a t i e n t ' s
r e a c t i o n s  were  q u i t e  c r i t i c a l ;
'He  ne ve r  e x p l a i n e d  why I was g e t t i n g  d e p r e s s e d . . . .  
d i d n ' t  g i v e  me enough t ime t o  e x p l a i n .  I d o n ' t  know 
w h e t h e r  i t  was me g e t t i n g  a n x i o u s .  I t h i n k  he s h o u l d  
have e x p l a i n e d  m o r e . ,  i f  he t h o u g h t  i t  was the b o y . . .  
he n e ve r  s a i d .  He j u s t  s a i d  " d e p r e s s i o n " . '
One way o f  i n t e r p r e t i n g  the a s s o c i a t i o n  o f  
p s y c h i a t r i c  d i s t r e s s  and p a t i e n t  d i s s a t i s f a c t i o n  i s  t o  see  
the l a t t e r  as s i m p l y  a f u r t h e r ,  s ymp t omat ic  e x p r e s s i o n  o f  
the f o r m e r .  The unha p p i nes s  and pess i mi sm o f  the p r i m a r y  
d i s o r d e r  i s  t hus  e x t e n d e d  t o  p e r c e p t i o n s  o f  the  v a l u e  o f  
f i g u r e s  such as the d o c t o r .  To some e x t e n t  such an 
i n t e r p r e t a t i o n  may be c o r r e c t .  However ,  the case h i s t o r y  
a l s o  s u g g e s t s  s p e c i f i c  grounds or  a b a s i s  f o r  the  
a s s o c i a t i o n  - t h e  p a t i e n t  l ooked  t o  the  d o c t o r  t o  e x p l a i n  
h i s  p a t t e r n  of  symptoms,  beyond s t a t i n g  the  d i a g n o s i s  o f  
d e p r e s s i o n .  In  t h i s  sense the p a t i e n t ' s  concer n  f o r  
e x p l a n a t i o n  and the f r u s t r a t i o n s  a r i s i n g  f r om the v e r y
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l i m i t e d  e x p l a n a t i o n  p r o v i d e d  by the  n e u r o l o g i s t ,  a r e  no 
d i f f e r e n t  in source  f r om those  o f  the q u i t e  d i f f e r e n t  group  
of  p s y c h i a t r i c a l l  y ' w e l l '  p a t i e n t s  who l ooked  t o  the  d o c t o r  
to  make sense of  b a f f l i n g  h i s t o r i e s  o f  m i g r a i n e .
A second case i s  more complex in t h a t  the  p a t i e n t  
does not  f u l l y  r e c o g n i s e  her  a f f e c t i v e  d i s t r e s s  as b e i n g  
p a r t  o f  the p r e s e n t i n g  p r o b l e m .  She comes c l o s e r  than the  
p r e v i o u s  case t o  the  syndrome o f  s o m a t i s a t i o n  d i s c u s s e d  
e a r l i e r  in which a f f e c t i v e  d i s t u r b a n c e  i s  p e r c e i v e d  and  
p r e s e n t e d  t o  the d o c t o r  in s o ma t ic  f o r m.  A 21 y e a r  o l d  
t y p i s t  m a r r i e d  t o  a w e l d e r  p r e s e n t e d  t o  the n e u r o l o g i s t  
w i t h  t h r o b b i n g  p a i n s  t h a t  l a s t  s e v e r a l  h o u r s ,  o c c u r r e d  
a p p r o x i m a t e l y  t w i c e  a month and were a s s o c i a t e d  w i t h  v i s u a l  
d i s t u r b a n c e s  in one eye ( ' e v e r y t h i n g  goes m i s t y ' ) .  I n  
terms o f  p s y c h i a t r i c  symptoms i d e n t i f i e d  by the  PSE,  she  
e x p e r i e n c e d  c o n s t a n t  r e s t l e s s n e s s ,  ne r vo u s  t e n s i o n ,  
i n a b i l i t y  t o  c o n c e n t r a t e ,  b r o o d i n g ,  sense o f  h o p e l e s s n e s s ,  
d ep r es s ed  mood and a v o i d e d  s i t u a t i o n s  where she w o u l d  meet  
p e o p l e .  She had t aken  an o v er dose  o f  Mogadon and V a l i u m  
f o u r  months p r i o r  t o  a t t e n d i n g  the n e u r o l o g i c a l  c l i n i c .
She had seen a p s y c h i a t r i s t  in an o u t p a t i e n t  c l i n c  because  
of  the o v er d o s e .  She r e c o g n i s e d  t h a t  t e n s i o n  and 
d e p r e s s i o n  mi ght  p l a y  some r o l e  in h e r  symptoms.  She 
d e s c r i b e d  her  m a r r i a g e  as v e r y  d i f f i c u l t  and s t r e s s f u l .
The d rugs  overdose  had happened o n l y  one month p r i o r  t o  the  
onset  of  her  h e ad a c h e s .  However when her  G. P .  had l i n k e d  
her  headaches to  t h i s  d r a m a t i c  e v e n t  she a pp ea r ed  o n l y  
p a r t l y  to  accep t  the  c o n n e c t i o n ;
' I  wondered w h e t h e r  i t  was a n y t h i n g  t o  do w i t h  my
o v e r d o s e .  When I went  t o  my d o c t o r ,  t hey  s o r t  o f  r e a d
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ou t  w h a t ' s  been happ e n i n g  t o  you .  They b r i n g  i t  up .  I t  
c o u l d  have been t h a t .  The d o c t o r  says "Ah w e l l ,  you 
were  in h o s p i t a l  a few weeks b e f o r e  a l l  t h i s . "  When a 
d o c t o r  t h i n k s  of  i t ,  then you t h i n k  " m a y b e " . '
She had not  r e a l l y  e x p e c t e d  t o  see a s p e c i a l i s t  in
r e l a t i o n  t o  her  symptoms.  She d e s c r i b e d  the o c c a s i o n  when
her  G . P .  r e f e r r e d  h e r :
' I s a i d  t o  him "The headaches  a r e  g e t t i n g  w o r s e .  The  
Panadol  o n l y  h e l p  f o r  a w h i l e .  S u r e l y  t h e r e  must  be 
s om et h i n g  you can d o . "  I d i d n ' t  mean him t o  send me 
t o  a s p e c i a l i s t .  I o n l y  r e a l l y  want ed  some t a b l e t s .
I was a b i t  s u p r i s e d . '
Her v ie w  o f  the s p e c i a l i s t  had been r a t h e r  s i m i l a r ,
h op i ng  t h a t  he wou l d  p r o v i d e  some f o r m o f  t r e a t m e n t  f o r  h e r
he ada c he s .  Her r esp o n s e s  t o  s e e i n g  the n e u r o l o g i s t  were
s t r o n g l y  c r i t i c a l ,  as he had no t  p r e s c r i b e d  a n y t h i n g :
' I d o n ' t  t h i n k  he was t h o r o u g h .  I t  was as i f ,  b e f o r e  
I ' d  e n t e r e d  the room h e ' d  made up h i s  m i n d ,  " I ' m  g o i n g  
t o  say  t h a t  t h i s  p a t i e n t ' s  got  m i g r a i n e . "  Maybe I ' m  
w r o n g .  He was v e r y  p l e a s a n t .  He s a i d  " T h e r e ' s  
n o t h i n g  t o  w o r r y  a b o u t . "  I t h i n k  he asked me i f  
m i g r a i n e  was in the f a m i l y .  I s a i d  " y e s " .  He s a i d  
" W e l l ,  t h a t ' s  what  i t  i s ,  j u s t  m i g r a i n e " .
I f  my d o c t o r  s a i d  " y o u ' r e  g o i n g  back to  him a g a i n " ,  I 
w o u l d n ' t  be too  keen on i t .  I d i d  ge t  the i mp r e s s i o n  
t h a t  he d i d n ' t  f e e l  i t  was s e r i o u s  enough t h a t  the  
d o c t o r  s h o u l d n ' t  have r e f e r r e d  me. I was a b i t ,  not  
d i s a p p o i n t e d ,  but  I t h o u g h t  t h e y ' d  g i v e  me s ome t h i ng  
f o r  i t .  I t hought  h e ' d  ask more q u e s t i o n s . '
To some e x t e n t  she a p p e a r s  t o  i l l u s t r a t e  the  
c o n c e p t i o n  of  s o m a t i s a t i o n  by Katon and c o l l e a g u e s  as  
' s e l e c t i v e  p e r c e p t i o n  and f o c u s  by the  p a t i e n t  on the  
s omat ic  m a n i f e s t a t i o n s  o f  d e p r e s s i o n '  (Ka t on  e t  
a l . , 1 9 8 2 : 1 2 7 0 .  They  d e s c r i b e  e x t e n s i v e  r e s e a r c h  e v i d e n c e  o f  
s e l e c t i v e  f o c u s  on p a i n  and o t h e r  o r g a n i c  symptoms in 
p a t i e n t s  w i t h  c l e a r l y  e s t a b l i s h e d  d e p r e s s i o n .  T h e i r  v i e w  
of  s o m a t i s a t i o n  i s  t h a t  i t  i s  a p r o d u c t  o f  c o g n i t i v e  
mechanisms in the p a t i e n t  p r oduced  by s o c i a l i s a t i o n ,  wh i ch
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r e s u l t  in a s o m a t i c  i n t e r p r e t a t i o n  o f  d i s t r e s s  and  
d y s p h o r i a .  Katon and c o l l e a g u e s  p r e d i c t  t h a t  the  e f f e c t  of  
the d o c t o r  i s  u s u a l l y  t o  r e i n f o r c e  the p a t i e n t ' s  s o m a t i c  
model .  I f  the  p a t i e n t  p r e s e n t s  w i t h  s omat ic  symptoms and  
the d o c t o r  r e s p o n d s  w i t h  a p h y s i c a l  t r e a t m e n t  and does not  
a ddr ess  the p a t i e n t ' s  u n d e r l y i n g  s o c i a l  and p s y c h o l o g i c a l  
pr ob l ems ,  then the  e f f e c t  in the s h o r t  t e rm i s  t o  s a t i s f y  
the p a t i e n t  by r e i n f o r c i n g  i n a p p r o p r i a t e  c o g n i t i v e  
p a t t e r n s .  A l t h o u g h  a c k n o w l e d g i n g  t h a t  she had c o n s i d e r a b l e  
ps yc ho s oc i a l  p r o b l e m s ,  she had a v e r y  s omat ic  v i e w  o f  her  
problem and o f  t he  h e l p  she neeed .  The n e u r o l o g i s t  in t h i s  
case c e r t a i n l y  r e s p o n d ed  w i t h  a p h y s i c a l  i n t e r p r e t a t i o n  o f  
symptoms,  by r e c o g n i z i n g  and a d d r e s s i n g  o n l y  the  m i g r a i n o u s  
a s p e c t s  o f  h e r  p r o b l e m s .  To t h a t  e x t e n t  one m i g h t  have  
e xp e c t e d  her  t o  be s a t i s f i e d  w i t h  the d o c t o r ' s  a p p r o a c h .  
However the p h y s i c a l  emphas i s  of  the n e u r o l o g i s t  a p p e a r s  
not  to  have been co n ve y ed  v e r y  c o n v i n c i n g l y .  He had n o t  
i n v e s t i g a t e d  h e r  p r ob l e m s  t h o r o u g h l y ,  in her  v i e w ,  and had  
not  p r e s c r i b e d  m e d i c a t i o n .  I t  i s  q u i t e  s p e c u l a t i v e  w h e t h e r  
a p r op e r  d i s c u s s i o n  o f  h e r  background p s y c h o s i c a l  p r ob l ems  
would have s a t i s f i e d  the  p a t i e n t ,  as w r i t e r s  such as B a l i n t  
( 1 9 5 7 )  and B a r s k y  ( 1 9 8 1 )  have s u g g e s t e d .  Her  a cc ou n t  o n l y  
emphasises  the d o c t o r ' s  f a i l u r e  t o  t ake  h e r  p h y s i c a l  
problems s e r i o u s l y .
One t h i n g  i s  n o t a b l y  absent  f rom both  a c c o u n t s .
Ben S i r a ' s  m o d e l ,  t h a t  i s  examined in d e t a i l  in the  second  
h a l f  o f  t h i s  t h e s i s ,  emphas i ses  the r e l i a n c e  o f  p a t i e n t s  
upon cues f r om t he  d o c t o r ' s  a f f e c t i v e  b e h a v i o u r .  I t  has  
a l r e a d y  been s e e n ,  in e x a m i n i n g  the d i f f e r e n t  comments of
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d i s s a t i s f i e d  p a t i e n t s  e a r l i e r  in t h i s  c h a p t e r ,  how v e r y  
much more complex  a r e  p a t i e n t s '  c r i t e r i a  f o r  j u d g i n g  the  
n e u r o l o g i s t .  I t  m i g h t  be e x p e c t e d  t h a t  p a t i e n t s  w i t h  
a f f e c t i v e  d i s t r e s s  m i gh t  be even more r e a d y  t o  r e l y  upon 
cues f r om the  d o c t o r ' s  manner t o  j ud g e  the v a l u e  o f  t h e i r  
c o n s u l t a t i o n s .  The f i r s t  c a s e ,  the r a i l w a y  g u a r d  made no
comments about  the  manner  o f  the  d o c t o r .  H i s
d i s a p p o i n t m e n t  was f i r m l y  based upon the  l a c k  o f
e x p l a n a t i o n  he r e c e i v e d .  In  the second c a s e ,  the  p a t i e n t
a c t u a l l y  commented upon the p l e a s a n t n e s s  o f  the d o c t o r .
The two c a s e s  i l l u s t r a t e  the c o m p l e x i t i e s  o f  
e x p l a i n i n g  the  d i s s a t i s f a c t i o n  o f  the p s y c h o l o g i c a l l y  
d i s t r e s s e d  g r o u p .  T h e re  appear ed  t o  be a c on t i nuum o f  
p a t i e n t s  in t h i s  group f rom those who acknowl edged  complex  
p s yc h o s o c i a l  f a c t o r s  in t h e i r  p r e s e n t i n g  h i s t o r i e s  but  f e l t  
the d o c t o r  had i n s u f f i c i e n t l y  a d d r e s s e d  t h e i r  p r o b l e m s ,  
t hrough t o  t hose  who r a t h e r  r e se mb l e  the  second case in 
which p o s s i b l y  s o m a t i s i n g  t e n d e n c i e s  in the p a t i e n t  made 
any r esponse  by the  c l i n i c i a n  doomed t o  f a i l u r e .  I t  i s  
c l e a r l y  i n s u f f i c i e n t  t o  e x p l a i n  away d i s s a t i s f a c t i o n  as a 
symptom o f  an u n d e r l y i n g  a f f e c t i v e  d i s o r d e r .  An e q u a l l y  
i m po r t a n t  c o n s i d e r a t i o n  i s  t h a t  the r e f e r r a l s  were  q u i t e  
s i m p l y  i n a p p r o p r i a t e .  The n e u r o l o g i s t s  c e r t a i n l y  
acknowledged as much in both  c a s e s .  The n e u r o l o g i s t s  in 
the sample a l m o s t  w i t h o u t  e x c e p t i o n  r e g a r d e d  t h e i r  main  
s k i l l s  in r e l a t i o n  t o  headache t o  be in t e rms  o f  
d i f f e r e n t i a l  d i a g n o s i s ,  and the b r o a d e r  p s y c h o s o c i a l  
i n v e s t i g a t i o n  and management o f  p a t i e n t s '  p r ob l ems  was seen  
as the g e n e r a l  p r a c t i t i o n e r ' s  r e s p o n s i b i l i t y .  They
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acknowl edged  t h e i r  own l a c k  o f  e x p e r t i s e  in t h i s  f i e l d ,  and 
u n d e r l i n e d  how b e t t e r  p l a c e d  the g e ne r a l  p r a c t i t i o n e r  was  
to  a d d r e s s  p a t i e n t s '  u n d e r l y i n g  p r o b l e m s .  I t  wo u l d  be 
f r u i t l e s s  t o  a rgue  t h a t  such p e r c e p t i o n s  o f  t h e i r  r o l e  were  
r e a l l y  r a t i o n a l i s a t i o n s  o f  fundament a l  d i s i n t e r e s t  in 
p s y c h o s o c i a l  p r e s e n t a t i o n s .  The v a s t  m a j o r i t y  o f  
n e u r o l o g i s t s  f e l t  t h e y  had l i t t l e  t o  c o n t r i b u t e  t o  p a t i e n t s  
w i t h  p s y c h o s o c i a l  p r o b l e m s ,  and g i v en  such p r e v a i l i n g  
a t t i t u d e s ,  i t  i s  h a r d  t o  see how p a t i e n t s  c o u l d  have  
p r o f i t e d  f r om n e u r o l o g i c a l  r e f e r r a l  a t  the t i me  o f  the  
s t u d y .  The d i s s a t i s f a c t i o n  e x p r es se d  by t h i s  group may 
p a r t l y  have r e f l e c t e d  u n d e r l y i n g  a f f e c t i v e  d i s t r e s s  but  i t  
i s  h a r d  no t  t o  see t h e i r  r e a c t i o n s  as u l t i m a t e l y  gr ounded  
in an a c c u r a t e  a p p r a i s a l  o f  the h o s p i t a l  v i s i t  as  
c o n t r i b u t i n g  l i t t l e ,  i f  a n y t h i n g  t o  t h e i r  p r o b l e m s .
C o n c l u d i n g  r emar ks
At  t h i s  p o i n t  i t  i s  p o s s i b l e  t o  draw t o g e t h e r  the  
d i s c u s s i o n  by c o n s i d e r i n g  the  d i f f e r e n t  c o n c e r n s  t h a t  
p a t i e n t s  a p p e a re d  t o  have when i n t e r v i e w e d  b e f o r e  the  
h o s p i t a l  v i s i t  and t h e i r  p e r c e p t i o n s  o f  the succ e ss  or  
o t h e r w i s e  o f  the h o s p i t a l  v i s i t  a f t e r w a r d s .  As can be seen  
f rom T a b l e  11,  the v a s t  m a j o r i t y  o f  p a t i e n t s  a t t e n d i n g  the  
c l i n i c  w i t h  a v i e w  t o  o b t a i n i n g  a l t e r n a t i v e  s ympt omat i c  
t r e a t m e n t  were  not  d i s a p p o i n t e d ,  e i t h e r  w i t h  r e g a r d  t o  
t r e a t m e n t  or  indeed c o m m u n i c a t i o n .  E q u a l l y  the  m a j o r i t y  of  
p a t i e n t s  who wan t ed  r e a s s u r a n c e  f rom the c l i n i c  f ou n d  the  
v i s i t  v e r y  s a t i s f a c t o r y .  However a m i n o r i t y  o f  t h i s  group  
of  p a t i e n t s  r e ma i ne d  u n r e a s s u r e d  by the c l i n i c  v i s i t .  How
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such - f a i l u r e s  t o  r e a s s u r e  came about  i s  not  p o s s i b l e  t o  
d e t e r m i n e  f rom the d a t a  in t h i s  s t u d y  a l t h o u g h  some 
p a t i e n t s '  a c c ou n t s  s u gg e s t  t h a t  e i t h e r  the  s p e c i a l i s t ' s  
e x p l a n a t i o n s  were not  f ou n d  r e a s s u r i n g ,  or  p a t i e n t s  d i d  not  
f e e l  t h a t  the s p e c i a l i s t  was w e l l  enough a c q u a i n t e d  w i t h  
the s p e c i f i c  d e t a i l s  o f  t h e i r  headaches  t h a t  h i s  
r e a s s u r a n c e  c o u l d  be t a k en  s e r i o u s l y .  A t h i r d  and much 
s m a l l e r  group p r i m a r i l y  w a n t e d  not  r e a s s u r a n c e  but  r a t h e r  
an e x p l a n a t i o n  f o r  t h e i r  h e ad a c h e s .  None o f  t h i s  smal l  
group wan t ed  sympt omat ic  t r e a t m e n t  and t h e i r  v i e w s  o f  the  
c l i n i c  r e f l e c t  t h i s  in t h a t  none e xp r e s s e d  subsequent  
d i s s a t i s f a c t i o n  w i t h  r e g a r d  t o  the t r e a t m e n t  t h e y  r e c e i v e d .  
F i n a l l y  the most f r e q u e n t l y  d i s a p p o i n t e d  group were  those  
p a t i e n t s ,  e s p e c i a l l y  w i t h  c h r o n i c  h i s t o r i e s  o f  m i g r a i n e ,  
who l oo k ed  t o  the c l i n i c  t o  i n t e r v e n e  in a more f u n d a me n t a l  
sense in the f a c t o r s  t h a t  made them prone t o  h e ad a c h e s ,  and  
who d i d  not  want  f u r t h e r  s ympt omat i c  t r e a t m e n t .  H a l f  o f  
t h i s  group were d i s a p p o i n t e d  w i t h  r e g a r d  e i t h e r  t o  
t r e a t m e n t  or  t o  c o m m u n i ca t i o n .
A c a u t i o n a r y  n o t e  needs t o  be sounded.  The d a t a  in 
t h i s  s t u d y  a r e  a l m o s t  a l l  d e r i v e d  f r om the p a t i e n t ' s  
p e r s p e c t i v e ,  and no e v i d e n c e  has been p r e s e n t e d  t h a t  
examines the outcomes o f  s p e c i a l i s t  r e f e r r a l  f r om e i t h e r  
the s p e c i a l i s t ' s  or  the  r e f e r r i n g  g e n e r a l  p r a c t i t i o n e r ' s  
p o i n t  o f  v i e w .  I t  i s  c l e a r  t h a t  the g o a l s  and e x p e c t a t i o n s  
of  the d i f f e r e n t  p a r t i e s  t o  a h o s p i t a l  r e f e r r a l  may d i f f e r  
s i g n i f i c a n t l y  ( K a e s e r  and C o o p e r , 1971 ;  D o w i e , 1 9 8 0 ;  Grace  
and A r m s t r o n g , 1986)  and the outcomes o f  the sample o f  
r e f e r r a l s  m i gh t  be d i f f e r e n t l y  assessed  by the t h r e e
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p a r t i e s  c o n c e r n e d .  N e v e r t h e l e s s  i t  i s  p o s s i b l e  t o  b e g i n  t o  
draw up a ' b a l a n c e  s h e e t '  o f  the more and l e s s  s u c c e s s f u l  
a s p e c t s  o f  s p e c i a l i s t  r e f e r r a l  f o r  headache f r om the  d a t a  
p r e s e n t e d  in T a b l e  11 and a l s o  t o  make some t e n t a t i v e  
o b s e r v a t i o n s  about  ways in which p a t i e n t  d i s s a t i s f a c t i o n  
mi ght  be p r a c t i c a l l y  a d d r e s s e d .
P a t i e n t s  who r e a l l y  wish t o  r e c e i v e  a d i f f e r e n t  
m e d i c a t i o n  or  s ym t o m at i c  t r e a t m e n t  f r om t h a t  o f  t h e i r  
f a m i l y  d o c t o r  a r e  l i k e l y  t o  be s a t i s f i e d .  For  them 
s p e c i a l i s t  r e f e r r a l  i s  a succ e ss .  For  such p a t i e n t s  the  
o p p o r t u n i t y  t o  r e c e i v e  sympt omat ic  t r e a t m e n t  f r om a 
s p e c i a l i s t  i s  p e r c e i v e d  as w o r t h w h i l e ,  and s i n c e  in most  
i n s t a n c e s  t h a t  i s  t he  i n t e r v e n t i o n  p r o v i d e d  by the  
n e u r o l o g i s t ,  t h e y  a r e  s a t i s f i e d .  On the o t h e r  hand  
p a t i e n t s  who hope f o r  a f u n d a m e n t a l l y  new d i r e c t i o n  t o  be 
adopt ed  t o  t h e i r  headaches  a r e  more l i k e l y  t o  be 
d i s a p p o i n t e d .  W i t h  a few e x c e p t i o n s  n e u r o l o g i s t s  a re  not  
e n t h u s i a s t i c  about  a t t e m p t i n g  t o  i n t e r v e n e  f u n d a m e n t a l l y  in 
t h e i r  p a t i e n t s '  l i f e s t y l e s ,  d i e t ,  p s y c h o s o c i a l  c o p i n g ,  or  
s o c i a l  e n v i r o n m e n t  in ways t h a t  m i g h t  a l t e r  t h e i r  p r on e n e ss  
to h e ad a c h e s .  I n  a m i n o r i t y  o f  c as e s  some p a t i e n t s  a r e  
i d e n t i f i e d  by n e u r o l o g i c a l  r e f e r r a l  as  h a v i n g  a d i e t a r y  
a e t i o l o g y  f o r  symptoms a l t ho u g h  f r e q u e n t l y  such p a t i e n t s  
appear  s p o n t a n e o u s l y  t o  observe  and draw a t t e n t i o n  t o  such 
f a c t o r s  t h e m s e l v e s  w i t h o u t  gu i dance  f r om the  n e u r o l o g i s t .  
Given p r e v a i l i n g  n e u r o l o g i c a l  p r a c t i c e ,  such 
d i s a p p o i n t m e n t s  a pp e a r  s t r u c t u r a l  t o  the  n e u r o l o g i c a l  
r e f e r r a l  and a re  in the f u t u r e  a r e  l i k e l y  t o  c o n t r i b u t e  to  
the d e c i s i o n  o f  some p a t i e n t s  t o  seek l e s s  o r t h o d o x
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p r a c t i t i o n e r s  o f f e r i n g  a l t e r n a t i v e  s o u r c e s  o f  h e l p .  T h e r e  
i s  a gap between the  a p p a r e n t  e n t h u s i a s m o f  n e u r o l o g i c a l  
c l i n i c s  i n c r e a s i n g l y  t o  become i n v o l v e d  in the  management  
of  c h r o n i c  headache by s e t t i n g  up s p e c i a l  m i g r a i n e  c l i n i c s  
and the  w i d e s p r e a d  s c e p t i c i s m  or  i ndeed  p ess i mi sm amongst  
n e u r o l o g i s t s  as t o  v a l u e  o f  p e r s o n a l i s e d  l i f e  s t y l e  a d v i c e  
as a b a s i s  f o r  r o u t i n e  management  o f  the d i s o r d e r .  A n o t h e r  
group o f  p a t i e n t s  e x p e r i e n c e d  d i s a p p o i n t m e n t s  t h a t  in 
p r i n c i p l e  were  more o f t e n  a v o i d a b l e .  Those whose f e a r s  and  
co n ce r ns  were  not  r e a s s u r e d  m i gh t  c o n c e i v a b l y  have been 
more s u c c e s s f u l l y  managed.  The p o s s i b i l i t y  c an n o t  be 
e x c l u d e d  f r om t h i s  d a t a  t h a t  some p a t i e n t s  were  q u i t e  
r e s i s t a n t  t o  r e a s s u r a n c e  and t h e i r  r e f e r r a l s  may have been
i n i t i a t e d  by the f a m i l y  d o c t o r  f o r  t h a t  r e a s o n .  However in
some c a s e s ,  the f a i l u r e s  t o  r e a s s u r e  a p p e a r e d  t o  d e r i v e  
more f rom pr ob l ems  o f  comuni c a t  ion between the  s p e c i a l i s t  
and t he  p a t i e n t  e i t h e r  in te rms o f  e l i c i t i n g  a f u l l  h i s t o r y  
t h a t  c o n v i n c e d  the p a t i e n t  he or  she was p r o p e r l y  
u n d e r s t o o d  or  in c o n v e y i n g  a r e a s s u r i n g  e x p l a n a t i o n  o f  the  
p a t i e n t ' s  symptoms.
I t  must  be remembered t h a t  more a m b i t i o u s  a d v o c a t e s  
of  p a t i e n t  s a t i s f a c t i o n  r e s e a r c h  have a r gu e d  t h a t  p a t i e n t s '  
v iews  a r e  an i n d i s p e n s a b l e  component o f  the  e v a l u a t i o n  o f  
h e a l t h  c a r e .  The scope o f  p a t i e n t  s a t i s f a c t i o n  i s ,
a c c o r d i n g  t o  t h i s  v i e w ,  enormous.  The c o n t r i b u t i o n  of
h e a l t h  c a r e  t o  many p r ob l ems  cannot  be a c c u r a t e l y  assessed  
w i t h  the f ramework  o f  c o n v e n t i o n a l  i n d i c e s  o f  m o r b i d i t y  and  
m o r t a l i t y .  A l t h o u g h  t h i s  s t u d y  o f  n e u r o l o g i c a l  management  
of  headache has been in many ways an e x p l o r a t o r y  one,  i t
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does p r o v i d e  e v i d e n c e  o f  the v a l u e  o f  the  p a t i e n t ' s  
p e r s p e c t i v e  as a c o n t r i b u t i o n  t o  the p r o c e s s  o f  e v a l u a t i o n .  
I n  the most  g e n e r a l  sense the s t u d y  i n d i c a t e s  t h a t  p a t i e n t s  
are  c a p a b l e  o f  o b s e r v i n g  and comment ing p e r c e p t i v e l y  upon a 
wide r an g e  o f  a s p e c t s  o f  t h e i r  t r e a t m e n t .  T h i s  w ou l d  
suggest  a g r e a t e r  scope f o r  p a t i e n t  s a t i s f a c t i o n  than i s  
s ug g e s t e d  by the  t h e o r i e s  r e v i e w e d  in c h a p t e r  1 .  A c c o r d i n g  
to one t h e o r y  p a t i e n t s  a r e  go v er ne d  by s t a t i c  r o l e  
e x p e c t a t i o n s  and Judgements  o f  the  v a l u e  o f  m e d ic a l  c a r e  
are  made in t e r ms  o f  the e x t e n t  t o  wh i ch  d o c t o r s  c on f or m t o  
r o l e  e x p e c t a t i o n s .  Rol e  e x p e c t a t i o n s  d i d  not  a p p ea r  t o  be 
a s a l i e n t  a s p e c t  o f  p a t i e n t s '  p e r s p e c t i v e s  as t h e y  
a n t i c i p a t e d  t he  c l i n i c  v i s i t  and p r o v e d  t o o  t e n t a t i v e  and  
emergent  t o  be the  b a s i s  of  the o f t e n  s t r o n g l y  f e l t  
p o s i t i v e  and n e g a t i v e  r e spons e s  a f t e r  a t t e n d a n c e  a t  the  
c l i n i c .  An a l t e r n a t i v e  mode l ,  t h a t  i s  r e v i e w e d  in more  
d e t a i l  in the  n e x t  f o u r  c h a p t e r s  in essence  h o l d s  t h a t  
p a t i e n t s  a r e  r e l i a n t  upon a n a r r ow r a n g e  o f  the  d o c t o r ' s  
a f f e c t i v e  b e h a v i o u r s  as cues t o  Judge the v a l u e  o f  t h e i r  
c a r e .  The q u a l i t a t i v e  e v i d e nc e  assembl ed  in t h i s  s t u d y  
i n d i c a t e s  t h a t  p a t i e n t s '  Judgements a r e  based upon a much 
w i d e r  r a nge  o f  cues  in a s s e s s i n g  the  v a l u e  o f  c l i n i c  
a t t e n d a n c e .  S p e c i f i c  i n s t a n c e s  o c c u r r e d  in wh i ch  the  
d o c t o r  was p e r c e i v e d  as p l e a s a n t  and i n t e r e s t e d  bu t  not  
h e l p f u l  or  c o n v e r s e l y  as h e l p f u l  d e s p i t e  the  r o u t i n e  or  
impersonal  n a t u r e  o f  h i s  s t y l e .  Thus t h e r e  i s  l i t t l e  
s up p o r t  f r om t h i s  s t u d y  f o r  those t h e o r i e s  o f  the  p r o c e s s  
whereby p a t i e n t s  Judge t h e i r  h e a l t h  c a r e ,  whi ch  w o u l d  most  
d e l i m i t  or  r e s t r i c t  the  v a l u e  and scope o f  such r e s e a r c h .
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More s p e c i f i c a l l y  i t  has been p o s s i b l e  t o  i d e n t i f y  
a number o f  d i f f e r e n t  f u n c t i o n s  t h a t  a r e  f u l f i l l e d  by  
n e u r o l o g i c a l  c l i n i c s  in the management  o f  h e a d a c h e .  These  
f u n c t i o n s  have emerged by i d e n t i f y i n g  the d i f f e r e n t  
c once r ns  wh i ch  c h a r a c t e r i s e  p a t i e n t s  p r e s e n t i n g  headache t o  
n e u r o l o g i c a l  c l i n i c s .  S i m i l a r l y  by r e l a t i n g  such c on c e r n s  
t o  s ubsequent  j u d g e me n t s  o f  the v a l u e  o f  a t t e n d i n g  the  
c l i n i c ,  i t  has been p o s s i b l e  t o  draw up a k i n d  o f  b a l a n c e  
s heet  o f  the  ' s u c c e s s e s '  and ' f a i l u r e s '  o f  n e u r o l o g i c a l  
management o f  h e ad a c h e .  O b v i o u s l y  the  r e s u l t s  o f  such a 
s t udy  a r e  p r o v i s i o n a l ,  and wou l d  need c o n f i r m a t i o n  f r om  
f u r t h e r  e v i d e n c e .  N e v e r t h e l e s s ,  i f  one c o n s i d e r s  a g a i n  the  
d i f f e r e n t  p o s s i b l e  i n t e r e s t s  c on ce r ne d  w i t h  t he  uses  o f  
p a t i e n t  s a t i s f a c t i o n  r e s e a r c h ,  t h e r e  a re  p o t e n t i a l l y  v e r y  
v a l u a b l e  l e s s o n s  t o  be g a i n e d  fom the i n v e s t i g a t i o n  o f  
p a t i e n t s '  v i e w s  in t h i s  p a r t i c u l a r  a r e a  o f  h e a l t h  c a r e .  For  
h e a l t h  a u t h o r i t i e s  i n v e s t m e n t  in the  p r o v i s i o n  o f  
s p e c i a l i s t  h o s p i t a l  s e r v i c e s  i s  a m a j o r  s ou r ce  o f  
e x p e n d i t u r e .  The e x t e n s i o n  o f  n e u r o l o g i c a l  f a c i l i t i e s  i n t o  
the more a c t i v e  management  o f  a c h r o n i c  d i s o r d e r  such as  
m i g r a i n e  i s  one example  o f  the many d e v e l o p m e n t s  t h a t  
h e a l t h  a u t h o r i t i e s  c o n s t a n t l y  f a c e .  N o r m a l l y  such 
i n n o v a t i o n s  occur  i n c r e m e n t a l l y  and w i t h o u t  much 
o p p o r t u n i t y  t o  examine the c l a i m s  of  h e a l t h  c a r e  p r o v i d e r s  
( H u n t e r , 1979 ;  Ham, 1 9 8 1 ) .  Y e t  the  e v i d e n c e  o f  t h i s  s t u d y  
i n d i c a t e s  t h a t  p a t i e n t s '  v i e ws  a l o n g s i d e  o t h e r  d a t a  may be 
of  c r u c i a l  i m p o r t a n c e .  The r o l e  o f  the  n e u r o l o g i s t  as  
a d v i s o r  and e d u c a t o r  about  d i e t a r y  and o t h e r  l i f e  s t y l e  
f a c t o r s  i s  a t  p r e s e n t  modest ,  and a r g u a b l y  the  s i m p l e  
i n f o r m a t i o n  c u r r e n t l y  a v a i l a b l e  about  the  caus e s  or
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t r i g g e r s  o f  c h r o n i c  headache c o u l d  be communi ca t ed  by o t h e r  
means,  such as h e a l t h  e d u c a t i o n  l e a f l e t s .  The r o l e  o f  the  
n e u r o l o g i s t  as  p r e s c r i b e r  o f  m e d i c a t i o n s  i s  more  
s u c c e s s f u l ,  a l t h o u g h ,  a r g u a b l y  i t  does not  r e q u i r e  the  
s p e c i a l i s t  t o  a d j u s t  s i m p l e  t r e a t m e n t  r e g i m e n s  commonly  
p r e s c r i b e d  in g e n e r a l  p r a c t i c e .  The v a l u e  o f  the  r o l e  o f  
the c o n s u l t a n t ,  c o n f i r m i n g  or  p r o v i d i n g  a d v i c e  about  the  
d i a g n o s i s  f o r  t he  G . P . ,  i s  a t r a d i t i o n a l  r o l e ,  on w h i c h ,  
s i n ce  G . P . s  v i e w s  c o u l d  not  be e l i c i t e d ,  t h i s  s t u d y  cannot  
comment.  However  the  r o l e  o f  the s p e c i a l i s t  as  p r o v i d e r  o f  
f i r m  and a u t h o r i t a t i v e  r e a s s u r a n c e  t o  the a n x i o u s  p a t i e n t  
i s  c l e a r l y  o n l y  p a r t l y  a s u c c e s s .  At  t h i s  p o i n t  one s h o u l d  
r e c a l l  t h a t  p a t i e n t  s a t i s f a c t i o n  r e s e a r c h  a l s o  p r o v i d e s  
f eedback  in t e r ms  o f  ' t h e  a r t  o f  c a r e ' .  Communi cat ion  
s k i l l s  c o n t i n u e  t o  be an i m p o r t a n t  but  n e g l e c t e d  a s p e c t  o f  
medica l  c a r e .  I t  i s  in p r i n c i p l e  p o s s i b l e  t o  l e a r n  the  
i n t e r p e r s o n a l  s k i l l s  r e q u i r e d  t o  i d e n t i f y ,  a d d r e s s  and  
r e a s s u r e  the a n x i e t i e s  o f  p a t i e n t s  in r e l a t i o n  t o  ben i gn  
but  d i s t r e s s i n g  symptoms.  P a t i e n t s '  v i e w s  p r o v i d e  an 
immediate f o r m o f  f e e d b a c k  where such s k i l l s  may be 
d e f i c i e n t .  The r o l e  o f  the n e u r o l o g i s t  in p r o v i d i n g  
r e a s s u r a n c e  in t h i s  f i e l d  i s  a v a l u a b l e  one ,  b u t  i s  not  
a lways  e f f e c t i v e l y  c a r r i e d  o u t .  A l t h o u g h  i m p e r f e c t l y  
u n d e r s t o o d ,  the  c l i n i c a l  t ask  o f  p r o v i d i n g  r e a s s u r a n c e  f o r  
benign p r ob l ems  i s  a f u n c t i o n  t h a t  c o u l d  be c o n s i d e r a b l y  
i mproved.
The s t u d y  o f  n e u r o l o g i c a l  c l i n i c s  was no t  i n t e n d e d  
to p r o v i d e  a c o mp r eh e ns i v e  me d i c a l  a u d i t  o f  t he  r o l e  o f  
n e u r o l o g i s t s  in the  management of  headache .  Nor  s ho u l d
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over  a m b i t i o u s  c l a i m s  be made f o r  the i n s i g h t s  g a i n e d  f rom  
f o c u s i n g  upon p a t i e n t s '  v i e w s .  However the  main  c o n c l u s i o n  
of  t h i s  s t u d y  must  be t h a t  p a t i e n t s  a re  c a p a b l e  o f  
p r o v i d i n g  i m p o r t a n t  e v i d e n c e  as to  the b e n e f i t s  o f  the  
t r e a t m e n t  t h e y  r e c e i v e .  One advant age  o f  the  e x p l o r a t o r y  
and u n s t r u c t u r e d  n a t u r e  o f  the i n t e r v i e w s  in t h i s  s t u d y  was  
t h a t  the  s t y l e  o f  i n t e r v i e w i n g  appear ed  t o  f a c i l i t a t e  
p a t i e n t s  t o  e x p r e s s  v i e w s  on t h e i r  t r e a t m e n t  in d e t a i l  and 
in t erms o f  the  c r i t e r i a  t h a t  were most i m p o r t a n t  t o  them.
I t  was a p p a r e n t  t h a t  j u dg e me n t s  of  d i s s a t i s f a c t i o n  were  not  
e a s i l y  e x p r e s s e d .  Nor  u l t i m a t e l y  were a t t i t u d e s  in r e g a r d  
to  s e r v i c e s  as i n f o r m a t i v e  as v iews  as t o  the  p e r c e i v e d  
b e n e f i t s  or  p o s s i b l e  b e n e f i t s  o f  t r e a t m e n t .  P a t i e n t s  
t he ms e l ves  r e g a r d e d  the  e x p r e s s i o n  o f  a t t i t u d e s  as  
secondar y  t o  f o r m i n g  j u d g e me n t s  o f  the v a l u e  o f  c l i n i c  
a t t e n d a n c e .
I t  i s  no t  c l e a r  how w i d e l y  one can g e n e r a l i s e  f r om
t h i s  f i e l d  o f  h e a l t h  c a r e  t o  o t h e r  m e d i c a l  p r o b l e m s .  The
r o l e  o f  h e a l t h  c a r e  in many d i s o r d e r s  whi ch  a r e  c h r o n i c ,
d i s a b l i n g ,  and d i s t r e s s i n g  and where c u r a t i v e  i n t e r v e n t i o n s
have not  been d e v e l o p e d  w i l l  i n c r e a s i n g l y  need t o  be
e v a l u a t e d  as f i n i t e  r e s o u r c e s  have t o  be more r a t i o n a l l y
a l l o c a t e d .  The argument  o f  t h i s  s e c t i o n  o f  the  t h e s i s  i s
t h a t  the p a t i e n t  can be shown to  have a c e n t r a l  r o l e  in
t h a t  p r oc es s  o f  e v a l u a t i o n .  At  p r e s e n t  the consumer i s
n e g l e c t e d  in the  p r o c e s s .  Long ob s er v e s  a bo u t  the
e v a l u a t i o n  o f  s e r v i c e s :
At  p r e s e n t  the  most  unaddr essed  a r e a  i s  t h a t  o f  the  
c on s u me r ' s  v i e w p o i n t ,  in terms o f  d e f i n i n g  h e a l t h  
needs ,  me as u r es  o f  h e a l t h  outcome,  the e f f e c t i v e n e s s  
o f  s e r v i c e s ,  c o s t s  o f  s e r v i c e  and s a t i s f a c t i o n  w i t h
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t hem'  ( L o n g , 1 9 8 5 : 5 4 ) .
In  the  second h a l f  o f  the t h e s i s  the v i e w  w i l l  be 
more d i r e c t l y  c o n f r o n t e d  wh i ch  h o l d s  t h a t  p a t i e n t s  r es p o n d  
t o  v e r y  l i m i t e d  a s p e c t s  o f  t h e i r  h e a l t h  c a r e .  A c c o r d i n g  t o  
t h i s  v i e w ,  o n l y  the i n t e r p e r s o n a l  a s p e c t s  o f  h e a l t h  c a r e  
are  a c c e s s i b l e  to  p a t i e n t s .  P a t i e n t  s a t i s f a c t i o n  r e s e a r c h  
s h o u l d  t h e r e f o r e  be n a r r o w l y  c i r c u m s c r i b e d .  The b a s i s  f o r  
such c l a i m s  r e q u i r e s  c r i t i c a l  a p p r a i s a l .
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CHAPTER 5 .  A SOCIAL INTERACTION!ST THEORY OF PATIENT  
SATISFACTION
The c on ce p t  o f  p a t i e n t  s a t i s f a c t i o n  has been used  
most f r e q u e n t l y  in v e r y  a p p l i e d  h e a l t h  s e r v i c e s  r e s e a r c h ,  
in which c o n t e x t  the emphas i s  has been upon d e s c r i p t i o n  or  
p r a c t i c a l  p r o b l e m - s o l v i n g  and the meaning o f  s a t i s f a c t i o n  
has been l e f t  u n e xa mi ne d .  Where a t t e n t i o n  has been g i v e n  
to  the o r i g i n s  o f  p a t i e n t  s a t i s f a c t i o n ,  the  work  has had  
many o f  the c h a r a c t e r i s t i c s  i d e n t i f i e d  by Marsh as  
' f a c e s h e e t  s o c i o l o g y '  ( 1 9 8 2 : 1 0 2 ) .  I n  such r e s e a r c h ,  a 
dependent  v a r i a b l e ,  in t h i s  case ' p a t i e n t  s a t i s f a c t i o n ' ,  i s  
examined by means o f  a number of  s o c i a l  and demogr aph ic  
v a r i a b l e s  such as a ge ,  sex and s o c i a l  c l a s s .  I n  ' f a c e s h e e t  
s o c i o l o g y '  the v a r i a b l e  i s  t r e a t e d  as e x p l a i n e d  by the  
c o r r e l a t i o n s  o b t a i n e d  w i t h  such v a r i a b l e s ;  a l t e r n a t i v e l y  an 
e x p l a n a t i o n  f o r  c o r r e l a t i o n s  between r o u t i n e  i n de pe n d e nt  
v a r i a b l e s  and the  depen dent  v a r i a b l e  i s  i n v o k e d  f r om  
m a t e r i a l  o u t s i d e  the d a t a .  Unmeasured common sense meani ngs  
are  brought  in t o  i n t e r p r e t  r e s u l t s .  V e r y  l i t t l e  a t t e n t i o n  
has been g i v e n  t o  the s u b j e c t i v e  e v a l u a t i o n s  whe re by  
p a t i e n t s  r espond  t o  and r e a c h  judgement s  about  t h e i r  h e a l t h  
car e  t r e a t m e n t .  L i t t l e  i s  known o f  the p r o c e s s  t h a t  l e a d s  
to e x p r e s s i o n s  o f  s a t i s f a c t i o n  or  d i s s a t i s f a c t i o n  w i t h  the  
s e r v i c e s  t hey  r e c e i v e .  As L i n d e r - P e l z  a r g u e s :
' V e r y  l i t t l e  o f  the s a t i s f a c t i o n  r e s e a r c h  has been
t h e o r y  t e s t i n g  or  t h e o r y  b u i l d i n g ;  t h a t  i s ,  r e s e a r c h
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d e s i g n e d  t o  p r o v i d e  d a t a  t h a t  w ou l d  e x p l a i n  the  
a s s o c i a t i o n s  between s a t i s f a c t i o n  and p a t i e n t  and  
s e r v i c e  c h a r a c t e r i s i c s '  ( L i n d e r  -  P e l z , 1 9 8 2  a : 5 7 7 ) .
As a r e s u l t ,  a number o f  u n t e s t e d  a s s um p t i o n s  
abound as t o  how p a t i e n t s  Judge t h e i r  h e a l t h  c a r e .  As was  
ar gu ed  in the f i r s t  c h a p t e r ,  i t  i s  o f t e n  assumed t h a t  
p a t i e n t s  have l i t t l e  or  no a b i l i t y  t o  f o r m s e n s i b l e  
j u d g e men t s  o f  the h e a l t h  c a r e  t h a t  t h e y  r e c e i v e .  When i t  
i s  conceded t h a t  p a t i e n t s  have w o r t h w h i l e  o b s e r v a t i o n s  t o  
make about  t h e i r  h e a l t h  c a r e ,  t h e y  a r e  assumed t o  be 
compet ent  t o  j ud g e  o n l y  p a r t i c u l a r  i s s ue s  such as the  
f r i e n d l i n e s s  o f  the  d o c t o r  or  the  a c c e s s i b i l i t y  o f  the  
s e r v i c e .  Both k i n d s  o f  a s s um p t i o n s  c i r c u m s c r i b e  t he  scope  
f o r  p a t i e n t  s a t i s f a c t i o n  r e s e a r c h .  The s t u d y  o f  p a t i e n t s  
a t t e n d i n g  a n e u r o l o g i c a l  c l i n i c  f o r  h e adache ,  r e p o r t e d  in  
c h a p t e r s  2 t o  4 ,  p r o v i d e d  some e v i d e n c e  t h a t  p a t i e n t s  
p e r c e i v e  and r esp o n d  t o  a w i d e r  r ange  o f  a s p e c t s  o f  t h e i r  
me d i c a l  t r e a t m e n t  and t h a t  such r e sp o n s e s  and j u d g e me n t s  
can be used t o  c o n t r i b u t e  t o  the e v a l u a t i o n  o f  h e a l t h  
s e r v i c e s .  L i t t l e  e v i d e n c e  c o u l d  be f ound  t o  s u p p o r t  the  
v iew t h a t  the v a l u e  o f  p a t i e n t s '  j udge ment s  i s  
c i r c u m s c r i b e d .  However the v i e w  t h a t  p a t i e n t s  a re  o n l y  
c a p a b l e  o f  s e n s i b l e  and u s e f u l  comments in r e l a t i o n  t o  a 
nar row range  o f  ' a f f e c t i v e '  a s p e c t s  o f  t h e i r  h e a l t h  c a r e  
r em a i n s  a p o w e r f u l  and co g en t  one and r e q u i r e s  c l o s e r  
exam i n a t  i o n .
The work o f  Ben S i r a  s t a n d s  as a n o t a b l e  e x c e p t i o n  
to the ' f a c e s h e e t '  s t y l e  o f  p a t i e n t  s a t i s f a c t i o n  r e s e a r c h .  
He has used s u r v e y  t e c h n i q u e s  t o  d e v e l o p ,  f rom a s e r i e s  o f  
f i e l d  i n v e s t i g a t i o n s ,  a more e l a b o r a t e d  u n d e r s t a n d i n g  o f
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p a t i e n t  s a t i s f a c t i o n .  The r e s u l t  o f  h i s  t h e o r e t i c a l  and  
e m p i r i c a l  work i s  an u n u s u a l l y  e x p l i c i t  and complex t h e o r y  
o f  p a t i e n t  s a t i s f a c t i o n .  H i s  t h e o r y  i s  i m p o r t a n t  in 
p a r t i c u l a r  because i t  a d d r e s s e s  the c e n t r a l  bu t  n e g l e c t e d  
p r o c e s s  whereby  p a t i e n t s  a r r i v e  a t  assessment s  o f  t h e i r  
h e a l t h  c a r e .  The work o f  Ben S i r a  w a r r a n t s  a t t e n t i o n  
p r i m a r i l y  because i t  l o c a t e s  the  concept  o f  p a t i e n t  
s a t i s f a c t i o n  w i t h i n  a t h e o r y  o f  s o c i a l  i n t e r a c t i o n ,  r a t h e r  
than l e a v i n g  the  t o p i c  i s o l a t e d  in the  r e a l m s  o f  ' f a c e s h e e t  
s o c i o l o g y ' .  H i s  work i s  a l m o s t  a lo n e  in b e i n g  exempt  f r om  
the c r i t i c i s m  so common 1 y l e v e l l e d  a g a i n s t  p a t i e n t  
s a t i s f a c t i o n  r e s e a r c h  ' a s  h a v i n g  l i t t l e  in the  way o f  
t h e o r y  g u i d i n g  the v a r i a b l e s  chosen f o r  s t u d y  or  the  
h y p o t h e s e s  b e i n g  t e s t e d '  ( L i k e  and Z y z a n s k i , 1 9 8 7 : 3 5 1 ) .
The t h e o r y  i s  o f  i mp o r t a nc e  f o r  a second r e a s o n .
Ben S i r a  p r o v i d e s  a r e l a t i v e l y  c l e a r  and s p e c i f i c  s t a t e m e n t  
of  what  m a t t e r s  t o  p a t i e n t s  when t h e y  seek h e a l t h  c a r e .  He 
f o c u s e s  upon the  i mpor t ance  o f  the e mo t i o n a l  needs  t h a t  
accompany the p a t i e n t ' s  e x p e r i e n c e  o f  i l l n e s s .  These needs  
l e a v e  the p a t i e n t  r e l i a n t  on cues  f rom the d o c t o r ' s  
a f f e c t i v e  b e h a v i o u r ,  such as showing i n t e r e s t  and d e v o t i o n  
to  the  p a t i e n t ,  when the p a t i e n t  j u d g e s  the q u a l i t y  o f  
h e a l t h  c a r e  r e c e i v e d .  The main t h r u s t  o f  h i s  r e s e a r c h  i s  
c o n s i s t e n t  w i t h  the v i ew o f  p a t i e n t s  as ' more  c o n c e r n e d  or  
d i s s a t i s f i e d  w i t h  the manner and means o f  the  p r o c e s s e s  o f  
h e a l t h  c a r e  d e l i  v e r y . . t h a n  w i t h  the outcome o f  c a r e  or  
c o mp e t en c i e s  o f  h e a l t h  c a r e  p e r s o n n e l '  ( K e l m a n , 1 9 7 6 : 4 3 5 ) .
The case i s  f r e q u e n t l y  made t h a t  p a t i e n t s  above a l l  v a l u e  
q u a l i t i e s  such as humaneness,  k i n d n e s s  and sympathy  f r om
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t h e i r  d o c t o r  ( M ou r i n  and M o u r i n , 1 9 8 6 )  . S p e e d ! i n g  and Rose 
( 1 9 8 5 : 1 1 6 )  v i e w  p a t i e n t  s a t i s f a c t i o n  r e s e a r c h  as p o i n t i n g  
to  a c l e a r  c o n c l u s i o n :  ' T h e  p h y s i c i a n ' s  e x p e r t i s e  in c u r i n g  
the i l l n e s s  i s  r a r e l y  seen t o  count  more than h i s  or  h e r  
f a c i l i t y  t o  c a r e  f o r  the p a t i e n t ' s  p s y c h o s o c i a l  n e e d s . '
Ben S i r a ' s  work in p a r t i c u l a r  i s  a m a j o r  s o u r ce  o f  s u p p o r t  
f o r  the  v i e w  t h a t  p a t i e n t s '  j udge ment s  o f  t h e i r  h e a l t h  c a r e  
are p r i m a r i l y  d e t e r m i n e d  by a s p e c t s  o f  t h e i r  t r e a t m e n t  such  
as how f r i e n d l y  and i n t e r e s t e d  in the p a t i e n t  the  d o c t o r  
i s .  The i mpor t ance  o f  h i s  c o n t r i b u t i o n  i s  r e c o g n i s e d  in 
r e c e n t  d i s c u s s i o n s  o f  the d o c t o r  p a t i e n t  r e l a t i o n s h i p  
(Segal  and B u r n e t t , 1980;  H a l l  e t  a l . , 1 9 8 1 ;  P e n d l e t o n , 1 983 ;  
C a r m e l , 1985 ;  S p e e d l i n g  and R o s e , 1985;  L i k e  and  
Z y z a n s k i , 1 9 8 7 ) .  I t  has enormous r e l e v a n c e  t o  c l i n i c i a n s  
because o f  i t s  emphas i s  upon t he  a r t  o f  c a r e .  H i s  work  i s  
a m a j o r  i n s t a n c e  o f  p a t i e n t  s a t i s f a c t i o n  r e s e a r c h  t h a t  has  
s u b s t a n t i a t e d  the a rgument s  o f  those c r i t i c s  b o t h  w i t h i n  
m e d i c i n e  ( e . g .  E i s e n b e r g ,  1 97 7 )  and f rom w i t h o u t  
( M e c h a n i c , 1968 )  who have c o n v e r g e d  in a r g u i n g  t h a t  c l i n i c a l  
medica l  p r a c t i c e  must  adopt  a more h o l i s t i c  and more  
p e r so n a l  approach t o  i t s  r e l a t i o n s  w i t h  p a t i e n t s .
Ben S i r a ' s  r e s e a r c h  t h e r e f o r e  p r o v i d e s  s t r o n g  
s u p p o r t  f o r  the v i e w  t h a t  t he  ' a r t  o f  c a r e '  s h o u l d  be g i v e n  
a h i g h e r  p r i o r i t y  by p r o v i d e r s  o f  h e a l t h  c a r e .  However  
t h e re  i s  a f u r t h e r  i m p l i c a t i o n  o f  h i s  model  o f  p a t i e n t  
s a t i s f a c t i o n .  P a t i e n t s '  e v a l u a t i o n s  o f  the outcomes and  
medica l  b e n e f i t s  o f  t h e i r  h e a l t h  c ar e  a r e ,  a c c o r d i n g  t o  Ben 
S i r a ' s  model e n t i r e l y  d e t e r m i n e d  by e v a l u a t i o n s  o f  the  ' a r t  
of  c a r e '  -  how p l e a s a n t  and i n t e r e s t e d  in the p a t i e n t  the
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d o c t o r  a pp ea r s  t o  b e .  I f  t h i s  v i e w o f  the  p a t i e n t ' s  
j u d g e men t s  i s  a c c u r a t e ,  i t  s e r i o u s l y  d e l i m i t s  the  p o s s i b l e  
v a l u e  o f  p a t i e n t  s a t i s f a c t i o n  r e s e a r c h .  W h i l s t  v a l u a b l e  as  
f e e db a c k  on i n t e r p e r s o n a l  a s p e c t s  o f  h e a l t h  c a r e ,  the  
p a t i e n t ' s  v i e ws  a re  h i g h l y  u n r e l i a b l e  s o u r ce s  w i t h  r e g a r d s  
t o  the  c o n t e n t  o f  m e d i c a l  t r e a t m e n t  r e c e i v e d .  The p a t i e n t  
woul d  have o n l y  a l i m i t e d  r o l e  as a sour ce  o f  i n f o r m a t i o n  
in any e f f o r t  t o  e v a l u a t e  the  b e n e f i t s  or  outcomes o f  
h e a l t h  c a r e .  For  t h i s  r e a s o n ,  Ben S i r a ' s  work i s  o f  
c e n t r a l  i mpor tance  in any d i s c u s s i o n  o f  the scope o f  
p a t i e n t  s a t i s f a c t i o n  r e s e a r c h  as i t  i s  the c l e a r e s t  
e v i d e n c e  f o r  a q u i t e  c i r c u m s c r i b e d  r o l e  f o r  the  p a t i e n t  as  
a s o u r ce  o f  i n f o r m a t i o n .
I t  i s  s u p r i s i n g ,  t h e r e f o r e ,  t h a t  so l i t t l e  
a t t e n t i o n  has been g i v e n  t o  the  a p p l i c a t i o n  o f  the  t h e o r y  
to c l i n i c a l  med i ca l  s e t t i n g s .  The e m p i r i c a l  d a t a  t h a t  Ben 
S i r a  used t o  d e v e l o p  and e l a b o r a t e  h i s  t h e o r y  were  based  on 
g e n e r a l  purpose p o p u l a t i o n  s u r v e y s .  S i nce  the  t h e o r y  i s  
c e n t r a l l y  c o ncer ned  w i t h  p a t i e n t s '  e x p e r i e n c e s  and  
e v a l u a t i o n s  of  m e d ic a l  c a r e ,  i t  wou l d  seem e s s e n t i a l  t o  
examine Ben S i r a ' s  a ppr oac h  in samples  more i m m e d i a t e l y  
concer ned  w i t h  such e x p e r i e n c e s .  T h i s  s e c t i o n  o f  the  
t h e s i s  ( c h a p t e r s  5 ,  6 ,  7 and 8 )  examines  the a p p l i c a b i l i t y  
of  Ben S i r a ' s  model  t o  one p a r t i c u l a r  h e a l t h  c a r e  s e t t i n g  -  
a c l i n i c  f o r  s e x u a l l y  t r a n s m i t t e d  d i s e a s e s  ( S T D ) .  I n  t h i s  
c h a p t e r  Ben S i r a ' s  t h e o r y  or  model  i s  o u t l i n e d  in more  
d e t a i l .  I t  i s  then a r g u e d  t h a t  t h e r e  a r e  i m p o r t a n t  
pr ob l ems  in the e v i d e n c e  p r o d u c e d  in Ben S i r a ' s  r e s e a r c h .  
These prob l ems i n d i c a t e  the  p o t e n t i a l  v a l u e  o f  a s u r v e y  o f
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p a t i e n t s  a c t u a l l y  s e e k i n g  m e d i c a l  t r e a t m e n t -  I n  c h a p t e r  6 ,  
the STD c l i n i c  and the  sample o f  p a t i e n t s  f rom the  c l i n i c  
are  d e s c r i b e d  and t he  methods  and measures  employed t o  
e x p l o r e  Ben S i r a ' s  model  a r e  o u t l i n e d .
In c h a p t e r  7 ,  the  s a t i s f a c t i o n  r e s u l t s  o b t a i n e d  in  
the c l i n i c  a re  e xa mi n e d .  The p a r t i c u l a r  approach t o  the  
a n a l y s i s  o f  s a t i s f a c t i o n  v a r i a b l e s  a dopt ed  by Ben S i r a  i s  
then used t o  examine p a t i e n t s '  v i e w s  o f  the STD c l i n i c .
Ther e  a r e  s i m i l a r i t i e s  in the  r e s u l t s  o f  h i s  s u r v e y s  and  
those o b t a i n e d  in the  STD c l i n i c .  However i t  i s  a r gu e d  
t h a t  the  k i n d s  o f  a n a l y s i s  o f  s u r v e y  d a t a  r e p o r t e d  h e r e  and  
by Ben S i r a  a r e  l i m i t e d .  The d a t a  needs t o  be exa mi ned  in  
more a p p r o p r i a t e  ways t o  t e s t  the  k i n d s  o f  c ausa l  
h y po t h e s e s  d e v e l o p e d  by Ben S i r a .  When f u r t h e r  a n a l y s e s  o f  
the s a t i s f a c t i o n  v a r i a b l e s  f r om  the  STD c l i n i c  a re  c a r r i e d  
o u t ,  t h e y  p r o v i d e  r e s u l t s  t h a t  a r e  l e s s  s u p p o r t i v e  o f  Ben 
S i r a ' s  t h e s i s .  I n  p a r t i c u l a r  t h e r e  i s  no s u pp o r t  f o r  the  
causa l  p r imac y  o f  p a t i e n t s '  v i e w s  o f  the d o c t o r ' s  a f f e c t i v e  
b e h a v i o u r  in i n f l u e n c i n g  t h e i r  o v e r a l l  s a t i s f a c t i o n .  The  
i m p l i c a t i o n  o f  such f u r t h e r  a n a l y s e s  i s  t h a t  s i m i l a r  
pr ob l ems  would  p r o b a b l y  a p p l y  t o  the d a t a  p r o v i d e d  by Ben 
S i r a .
The STD c l i n i c  s t u d y  i s  l o n g i t u d i n a l  w i t h  v a r i a b l e s  
measured b e f o r e  and a f t e r  the  p a t i e n t ' s  c l i n i c  a t t e n d a n c e .  
C h a p t e r  8 exami nes  the  p o s s i b l e  i n f l u e n c e  o f  v a r i a b l e s  
measured b e f o r e  the  c l i n i c  c o n s u l t a t i o n  upon s a t i s f a c t i o n  
measured a f t e r w a r d s .  Two a pp r o a c h e s  t o  a n a l y s i s  a r e  u s e d .  
F i r s t l y  use i s  made o f  p a t i e n t s '  r e p o r t s  o f  v a r i o u s  w o r r i e s
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and c o n c e rn s  in r e l a t i o n  t o  t h e i r  p r e s e n t i n g  p r ob l e m p r i o r  
t o  t h e i r  c o n s u l t a t i o n s .  The i n f l u e n c e  o f  such c o n c e r n s  upon 
subsequent  s a t i s f a c t i o n  i s  exami ned  in r e l a t i o n  t o  
d i f f e r e n t  s u b - g r o u p s  in the c l i n i c .  S econd l y  m u l t i v a r i a t e  
a n a l y s i s  i s  used t o  i d e n t i f y  the  most i m p o r t a n t  p a t i e n t  
v a r i a b l e s  t h a t  p r e d i c t  s ubse que nt  s a t i s f a c t i o n .  T h i s  
approach s u g g e s t s  a d i f f e r e n t  way o f  e x p l a i n i n g  p a t i e n t  
s a t i s f a c t i o n  f r om the  one d e v e l o p e d  by Ben S i r a .  W h i l s t  
a f f e c t i v e  f a c t o r s  p l a y  a r o l e  in p a t i e n t  s a t i s f a c t i o n ,  
l i t t l e  s up p o r t  f r om the STD c l i n i c  d a t a  can be f ou n d  f o r  
the s p e c i f i c  model  d e v e l o p e d  by Ben S i r a .  H o w e v e r , the  
i n t e r p r e t a t i o n  o f  a s s o c i a t i o n s  between c on ce r ns  and o t h e r  
p a t i e n t  c h a r a c t e r i s t i c s  and s ubse que nt  s a t i s f a c t i o n  
r e q u i r e s  more c a r e f u l  a t t e n t i o n  t o  the meaning o f  p r e s e n t e d  
pr ob l ems  t o  d i f f e r e n t  s u b - g r o u p s  in the sample than was  
p o s s i b l e  in the s u r v e y  c a r r i e d  o u t .  T h i s  u n d e r l i n e s  a g a i n  
the a d v a n t a g e ,  i d e n t i f i e d  in the  s t u d y  o f  a t t e n d e r s  o f  a 
n e u r o l o g i c a l  o u t p a t i e n t  c l i n i c ,  o f  b e i n g  a b l e  t o  examine  
more c l o s e l y  the  v a r y i n g  c o n c e r n s  and p e r c e p t i o n s  o f  t h e i r  
pr ob l ems  which p a t i e n t s  b r i n g  t o  a c l i n i c .
Ben Si r a ' s  m o d e l .
Ben S i r a  b e g i n s  w i t h  a g e n e r a l  t h e o r e t i c a l  p r o b l e m .  
How can an a c t o r  Judge the  v a l u e  o f  h i s  or  h e r  i n t e r a c t i o n  
w i t h  a n o t h e r  i n d i v i d u a l  in c i r c u m s t a n c e s  where the  
i n t e r a c t i o n  does no t  p r o v i d e  an immediate  s o l u t i o n  t o  h i s  
or her  g o a l s  and where  the a c t o r  i s  unab l e  t o  u n d e r s t a n d  
the c o n t e n t  o f  the  o t h e r  i n d i v i d u a l ' s  response?  T h i s  
s i t u a t i o n  i s  c h a r a c t e r i s t i c  o f  a l l  p r o f e s s i o n a l - c l i e n t
Page 213
r e l a t i o n s ,  in t h a t  the  outcomes o f  i n t e r a c t i o n  f o r  the
c l i e n t  a r e  not  immedia te  ( f o r  e xa mp l e ,  h e a l t h  i s  n o r m a l l y
not  i m m e d i a t e l y  r e s t o r e d ) ,  and the  p r o f e s s i o n a l ' s  s e r v i c e s
are  co mp l ex ,  e s o t e r i c  and d i f f i c u l t  f o r  the c l i e n t  t o
j u d g e .  Ben S i r a  draws upon J o h n s o n ' s  a n a l y s i s  ( 1 9 7 2 )  o f
p r o f e s s i o n a l - c l i e n t  r e l a t i o n s h i p s  in whi ch  the  k i n d s  o f
p e rs o n a l  p r ob l ems  p r e s e n t e d  by the  c l i e n t  a r e  seen as
t y p i c a l l y  a s s o c i a t e d  w i t h  u n c e r t a i n t y  and a n x i e t y .  Ben
S i r a  goes on t o  emphas ize  t he  e v i d e n c e  t h a t ,  in t hese
c i r c u m s t a n c e s ,  c l i e n t s  do n o t  suspend c r i t i c a l  f a c u l t i e s
and p a s s i v e l y  a c c e p t  the p r o f e s s i o n a l ' s  Judgements  a s ,  f o r
e xa mp l e ,  a P a r s o n i a n  a n a l y s i s  w ou l d  s u g g e s t .  C l i e n t s
sear ch  f o r  e v i d e n c e  by means o f  whi ch  t o  Judge the  v a l u e  o f
the s e r v i c e  t h e y  r e c e i v e .  The s o c i a l  i n t e r a c t i o n  between
c l i e n t  and p r o f e s s i o n a l  p r o v i d e s  the most i m p o r t a n t  s ou r ce
of  such e v i d e n c e .  Ben S i r a  p r o c é d é s  t o  argue  t h a t  p a t i e n t s
cannot  Judge the t e c h n i c a l  m e d i c a l  a c t i o n s  o f  the  d o c t o r  in
a c o n s u l t a t i o n  because o f  t h e i r  l a c k  o f  a p p r o p r i a t e
k nowl edge .  However i l l n e s s  i s  u s u a l l y  accompani ed  by
w o r r y ,  a n x i e t y  and d i s t r e s s  in r e l a t i o n  t o  the p r e s e n t e d
p r o b l e m .  P a r t  o f  the  p a t i e n t ' s  goal  in s e e k i n g
p r o f e s s i o n a l  h e l p  i s  t o  have t h i s  d i s t r e s s  r e l i e v e d .  The
p a t i e n t  i s  a b l e  t h e r e f o r e  t o  Judge the d o c t o r ' s  a c t i o n s  in
r e l i e v i n g  t h i s  a n x i e t y ,  as  a way o f  J ud g i ng  the  o v e r a l l
v a l u e  o f  the  c o n s u l t a t i o n :
'  The m a n i f e s t  goal  o f  the p a t i e n t  o f  h a v i n g  h i s  
i l l n e s s  p r ob l em s o l v e d  i s  most  o f t e n  accompanied  by a 
l a t e n t  goal  o f  h a v i n g  h i s  a n x i e t y  p r ob l em s o l v e d .
S i nc e  he i s  not  co mp et en t  t o  Judge the  e x t e n t  t o  wh i ch  
the  p h y s i c i a n ' s  t e c h n i c a l  a c t i v i t i e s  c o n t r i b u t e  t o  the  
a c h i e v em e nt  o f  h i s  m a n i f e s t  goal  ( ' c o n t e n t  o f  
i n t e r a c t i o n ' ) ,  the c r i t e r i a  he uses f o r  e v a l u a t i n g  
the  i n t e r a c t i o n  a re  t hose  t h a t  r e l a t e  t o  the d e c r e e  o f  
e m o t i o n a l  s u p p o r t  (mode)  t h a t  accompani es  the cour se  
o f  t r e a t m e n t .  '  (Ben S i r a ,  1 9 7 6 : 5 )
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A c c o r d i n g  t o  t h i s  v i e w ,  the p a t i e n t  c o n f i n e s  h i s  
c r i t e r i a  o f  j udgement  t o  e v a l u a t i n g  the  mode and manner  o f  
b e h a v i o u r  o f  the d o c t o r .  The p a t i e n t  e v a l u a t e s  the  
d o c t o r ' s  ' a f f e c t i v e  b e h a v i o u r ' ,  wh i ch  i s  b e h a v i o u r  t h a t  
accompani es  h i s  p r o f e s s i o n a l ,  m e d i c a l  b e h a v i o u r  
( ' i n s t r u m e n t a l  b e h a v i o u r ' ) ,  and i s  a imed a t  r e d u c i n g  the  
p a t i e n t ' s  a n x i e t y .  Ben S i r a  c i t e s  as ' a f f e c t i v e  b e h a v i o u r '  
the f o l l o w i n g :  showing i n t e r e s t  in the  p a t i e n t ,  a l l o c a t i n g  
s u f f i c i e n t  t ime f o r  d i s c u s s i o n  o f  the  p a t i e n t ' s  p r ob l ems  
and d e m o n s t r a t i n g  s u f f i c i e n t  d e v o t i o n  t o  the management  o f  
the p a t i e n t ' s  p r o b l e m s .  Ben S i r a  has d e v e l o p e d  a s e r i e s  o f  
s p e c i f i c  h y p o t h e s e s  about  p a t i e n t  s a t i s f a c t i o n  whi ch  he 
sees as  f o l l o w i n g  f r om t h i s  b a s i c  p r i n c i p l e  and whi ch  can  
be e m p i r i c a l l y  t e s t e d .  The c e n t r a l  h y p o t h e s i s  t h a t  he 
exami nes  i s  t h a t  : '  A l a y m a n ' s  s a t i s f a c t i o n  w i t h  the  
m ed i c a l  s e r v i c e  and t r e a t m e n t  o f f e r e d  by a g e n e r a l  
p r a c t i t i o n e r  w i l l  be s t r o n g l y  c o r r e l a t e d  w i t h  the G . P . ' s  
a f f e c t i v e  b e h a v i o r  t owar d  the  p a t i e n t '  (Ben S i r a : 1 9 7 6 : 5 ) .
A s u r v e y  o f  a d u l t  I s r a e l i s  (Ben S i r a , 1976 )  p r o v i d e d  
e m p i r i c a l  s u p p o r t  f o r  the  h y p o t h e s i s .  Respondent s  were  
asked in a c l o s e d  q u e s t i o n n a i r e  about  t h e i r  s a t i s f a c t i o n  
w i t h  t h e i r  d o c t o r ' s  m e d i c a l  s k i l l s  and t r e a t m e n t .  I n  
a d d i t i o n  t h e y  were asked q u e s t i o n s  about  t h e i r  d o c t o r ' s  
' a f f e c t i v e  b e h a v i o u r ' ,  ' d e f i n e d  as b e h a v i o u r  d i r e c t e d  by  
the p h y s i c i a n  t oward  the p a t i e n t  as a person r a t h e r  than as  
a ' c a s e '  ' ( B e n  S i r a ,  1 9 7 6 : 7 ) .  The s p e c i f i c  a s p e c t s  o f  
a f f e c t i v e  b e h a v i o u r  were those  c i t e d  above :  w h e t h e r  the  
d o c t o r  a l l o c a t e d  s u f f i c i e n t  t ime to  a l l o w  the p a t i e n t  t o  
p r e s e n t  h i s  p r ob l em;  w h e t h e r  he showed i n t e r e s t  in the
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p a t i e n t ' s  pr ob l ems  and t h i r d l y  w h e t h e r  he showed d e v o t i o n  
to  the  management  o f  the p r o b l e m .
I n  s ubsequent  s t u d i e s  Ben S i r a  f u r t h e r  s p e c i f i e s  
h i s  t h e o r y  o f  s a t i s f a c t i o n  and t e s t s  f u r t h e r  h y p o t h e s e s .
In p a r t i c u l a r  he b u i l d s  upon the argument  t h a t  a n x i e t y  and  
d i s t r e s s  in r e l a t i o n  t o  the p r e s e n t e d  h e a l t h  p r ob l e m  i s  a 
c r u c i a l  i n f l u e n c e  upon s a t i s f a c t i o n .  The g r e a t e r  the  
i n d i v i d u a l ' s  a n x i e t y  or  concern  about  h e a l t h ,  the  g r e a t e r  
i s  the need f o r  e mo t i o n a l  s u p p o r t  when c o n s u l t i n g  the  
d o c t o r .  T h i s  l e a d s  t o  the p r e d i c t i o n  t h a t  the  g r e a t e r  a 
p e r s o n ' s  concern  about  h e a l t h ,  the g r e a t e r  w i l l  be t h a t  
p e r s o n ' s  t e n d e n cy  t o  Judge the c o n t e n t  o f  the p h y s i c i a n ' s  
b e h a v i o u r  by the mode o f  i t s  p r e s e n t a t i o n ,  t h a t  i s  by the  
a f f e c t i v e  b e h a v i o u r  a imed a t  the r e d u c t i o n  o f  a n x i e t y .  Ben 
S i r a ' s  h y p o t h e s i s  i s  t h a t :
' T h e  s t r e n g t h  o f  the c o r r e l a t i o n  between p a t i e n t s '  
s a t i s f a c t i o n  w i t h  the m e d i c a l  t r e a t m e n t  o f f e r e d  by a 
6P and t h e i r  s a t i s f a c t i o n  w i t h  the p h y s i c i a n ' s  
a f f e c t i v e  b e h a v i o r  w i l l  v a r y  d i r e c t l y  w i t h  the  l e v e l  
o f  p a t i e n t s '  concer n  w i t h  h e a l t h . '  (Ben S i r a ,
1 9 8 0 : 1 7 1 )
The main t h e o r y  i s  based on the a ssumpt i on  t h a t  i t  
i s  l a c k  o f  m e d i c a l  knowledge t h a t  l e a d s  p a t i e n t s  t o  r e l y  on 
Judgements o f  a f f e c t i v e  b e h a v i o u r .  Lack o f  knowledge  both  
r e du c e s  the amount the p a t i e n t  can Judge i n s t r u m e n t a l  
t e c h n i c a l  a c t i o n s  o f  the d o c t o r ,  and a l s o ,  a c c o r d i n g  t o  Ben 
S i r a ' s  t h e o r e t i c a l  d i s c u s s i o n ,  may i n c r e a s e  the  e m ot i o n a l  
s up p o r t  needed by the p a t i e n t .  T h i s  wou l d  s ug g e s t  t h a t  the  
g r e a t e r  the p a t i e n t ' s  i gnor a nce  o f  m e d i c a l  knowledge  the  
g r e a t e r  w i l l  be the e x t e n t  t o  wh i ch  h i s  or  her  s a t i s f a c t i o n  
w i t h  c a r e  w i l l  depend upon t h e i r  p e r c e p t i o n s  o f  the
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d o c t o r ' s  a f f e c t i v e  b e h a v i o u r .  The second h y p o t h e s i s
t h e r e f o r e  i s  t h a t :
' T h e  s t r e n g t h  o f  the c o r r e l a t i o n  between p a t i e n t ' s  
s a t i s f a c t i o n  w i t h  the m e d i c a l  t r e a t m e n t  o f f e r e d  by a 
6 . P.  and t h e i r  s a t i s f a c t i o n  w i t h  the mode o f  the  
p h y s i c i a n ' s  b e h a v i o r  t o w a r d  them w i l l  d e c r e a s e  as  
t h e i r  l e v e l  o f  e d u c a t i o n  i n c r e a s e s . '  (Ben  
S i r a , 1 9 8 0 : 1 7 2 )
As the q u o t a t i o n  i n d i c a t e s ,  the second h y p o t h e s i s  
c o n t a i n s  w i t h i n  i t  an a ssumpt i on  about  how l e v e l s  o f  
me d i c a l  knowledge m i g h t  be a s s e s s e d ;  t h a t  i s  t h a t  e d u c a t i o n  
may be used as a measure o f  the i n d i v i d u a l ' s  a b i l i t y  t o  
u n d e r s t a n d  m e d i c i n e  and make Judgements about  t e c h n i c a l  
medi ca l  m a t t e r s .  He c i t e s  in s u p p o r t  o f  t h i s  a s s u m p t i o n ,  
e v i d e n c e  f rom h i s  own and o t h e r  i n v e s t i g a t o r s '  r e s e a r c h  
( e . g .  K o o s , 1 9 5 4 ;  R o s e n s t o c k , 1 9 7 5 )  t h a t  l e v e l s  o f  m e d i c a l  
knowledge a re  p o s i t i v e l y  r e l a t e d  t o  e d u c a t i o n .
B e n - S i r a  exami ned t he s e  two h y po t h e s e s  about  the  
i n f l u e n c e s  upon s a t i s f a c t i o n  o f  h e a l t h  concern  and o f  
me d i c a l  knowledge by means o f  a second s u r v e y  o f  I s r a e l i  
a d u l t  r e s p o n d e n t s  (Ben S i r a , 1 9 8 0 ) .  The r e s u l t s  s t r o n g l y  
s up p o r t  h i s  t h e o r y  in t h a t ,  as  the  l e v e l  o f  p a t i e n t ' s  
concern  about  h e a l t h  i n c r e a s e s ,  the a s s o c i a t i o n  between  
s a t i s f a c t i o n  w i t h  a GP's  i n s t r u m e n t a l  ( t e c h n i c a l ,  m e d i c a l )  
and s a t i s f a c t i o n  w i t h  a f f e c t i v e  b e h a v i o u r  i n c r e a s e s .  The 
e v i d e n c e  f rom the  s u r v e y  s u p p o r t s  h i s  second h y p o t h e s i s ,  in 
t h a t ,  as e d u c a t i o n a l  l e v e l  d e c r e a s e s ,  the s t r o n g e r  i s  the  
a s s o c i a t i o n  between s a t i s f a c t i o n  w i t h  a f f e c t i v e  b e h a v i o u r  
and s a t i s f a c t i o n  w i t h  i n s t r u m e n t a l  b e h a v i o u r .
A t h i r d  s u r v e y  (Ben S i r a ,  1982a)  exami nes  the r o l e
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of  the  s t r e s s  p o t e n t i a l  o f  p a t i e n t s '  p r e s e n t i n g  p r o b l e m s .
He h y p o t h e s i z e s  t h a t ,  as t he  s t r e s s  p o t e n t i a l  o f  the  
p r ob l em i n c r e a s e s ,  so the  s a t i s f a c t i o n  o f  a p a t i e n t  w i t h  
h i s  or  her  t r e a t m e n t  w i l l  be more s t r o n g l y  d e t e r m i n e d  by  
the a f f e c t i v e  b e h a v i o u r  o f  t he  d o c t o r .  The s u r v e y  exami ned  
the s t r e s s  p o t e n t i a l  o f  p r o b l e m s  f o r  whi ch  p r o f e s s i o n a l  
h e l p  was s o u g h t .  S t r e s s  p o t e n t i a l  was measured by 
q u e s t i o n s  e x a m i n i n g  the p e r c e i v e d  s e r i o u s n e s s  o f  the  
p r o b l e m ,  the  degr ee  o f  w o r r y  and thought  g i v e n  t o  the  
pr ob l em and the r e s p o n d e n t ' s  sense o f  a b i l i t y  t o  s o l v e  the  
p r o b l e m .  The p a t t e r n  o f  c o r r e l a t i o n s  o b t a i n e d  in the  
s u r ve y  s u p p o r t e d  the  h y p o t h e s i s  in t h a t ,  the g r e a t e r  were  
i n d i v i d u a l s '  s c o r e s  f o r  the  s t r e s s  p o t e n t i a l  o f  p r ob l e m s  
t aken t o  a p r o f e s s i o n a l ,  t he  h i g h e r  were the  c o r r e l a t i o n s  
between s a t i s f a c t i o n  w i t h  i n s t r u m e n t a l  and a f f e c t i v e  
a s p e c t s  of  p r o f e s s i o n a l  b e h a v i o u r .  The r o l e  o f  the s t r e s s  
p o t e n t i a l  o f  the p r e s e n t e d  p r ob l em in Ben S i r a ' s  model  o f  
p a t i e n t  s a t i s f a c t i o n  i s  v e r y  s i m i l a r  t o  t h a t  o f  c oncer n  
about  h e a l t h ,  in t h a t  both  f a c t o r s  a r e  t ho u g h t  t o  i n c r e a s e  
the r e l i a n c e  o f  the p a t i e n t  upon a f f e c t i v e  b e h a v i o u r  and  
e mo t i o n a l  s u p p o r t  a t  the  t i me  o f  c o n s u l t i n g .  A f o u r t h  
s u r v e y  (Ben S i r a , 1 9 8 2 b )  exa mi nes  the h y p o t h e s i s  t h a t  the  
c l o s e  a s s o c i a t i o n  between a f f e c t i v e  and i n s t r u m e n t a l  
s a t i s f a c t i o n  in r e s p o n d e n t s '  v i e w s  w i l l  d e c r e a s e  as the  
d i s t a n c e  f rom the e m o t i o n - a r o u s i n g  i l l n e s s  e p i s o d e  and  
c o n s u l t a t i o n  i n c r e a s e s  (Ben S i r a , 1 9 8 2 b ) .
The core  o f  h i s  appr oach  may be f ou n d  in the model  
which r e l a t e s  a n x i e t y  or  h e a l t h  c o nc e r n ,  a f f e c t i v e  and  
i n s t r u m e n t a l  s a t i s f a c t i o n  and i t  i s  the h y po t h e s e s  and
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t h e o r e t i c a l  d i s c u s s i o n  c o n c e r n i n g  these  f a c t o r s ,  exami ned  
in h i s  f i r s t  two s u r v e y s  (Ben S i r a , 1 9 7 6 , 1 9 8 0 )  t h a t  a r e  
exami ned h e r e .  He r e l a t e s  p a t i e n t s '  a n x i e t y  and c on c e r n  a t  
the t i me  o f  s e e k i n g  m ed i c a l  h e l p  t o  s a t i s f a c t i o n  w i t h  
a f f e c t i v e  and i n s t r u m e n t a l  a s p e c t s  o f  the d o c t o r ' s  
b e h a v i o u r  as Judged by the  p a t i e n t  a f t e r  the c o n s u l t a t i o n .
As a r g u e d  e a r l i e r ,  the components  o f  Ben S i r a ' s  model  a r e  
more a p p r o p r i a t e l y  exami ned  by means o f  p a t i e n t s  a t  the  
t ime o f  s e e k i n g  me d i c a l  h e l p .  T h i s  s e c t i o n  o f  the t h e s i s  
r e p o r t s  the r e s u l t s  o f  a s u r v e y  o f  p a t i e n t s  a t t e n d i n g  a 
c l i n i c ,  which  p r o v i d e s  d a t a  more s u i t a b l e  f o r  e x a m i n i n g  Ben 
S i r a ' s  m o d e l .  The i ssue  o f  a p p r o p r i a t e  s a m p l i n g  i s  one o f  
a number o f  p o s s i b l y  s e r i o u s  p r ob l ems  in Ben S i r a ' s  
c o n c e p t s ,  methods and e m p i r i c a l  e v i d e n c e  in r e l a t i o n  t o  h i s  
t h e o r y  t h a t  need t o  be exami ned  t h e r e f o r e ,  p r i o r  t o  a 
p r e s e n t a t o n  o f  the r e s u l t s  o f  the  STD c l i n i c  s t u d y .
Probl ems o f  e v i d e n c e  and method in Ben S i r a
( a )  The pr ob l em of  a p p r o p r i a t e  samp 1 i no
Ben S i r a ' s  t h e o r y  i s ,  above a l l ,  c on c e r n e d  w i t h  the  
c r i t e r i a  a p a t i e n t  uses  in the  course  of  i n t e r a c t i o n  w i t h  a 
d o c t o r  in o r d e r  t o  make Judgements  r e g a r d i n g  the  b e n e f i t s  
he or  she has r e c e i v e d  f r om a s p e c i f i c  c o n s u l t a t i o n  or  
s e r i e s  o f  c o n s u l t a t i o n s .  Ben S i r a  f i r m l y  l i n k s  h i s  t h e o r y  
to ' t h e  p e r c e p t u a l  d i men s i on  o f  the i n t e r a c t i o n '  (Ben S i r a ,  
1 9 8 0 : 1 7 1 ) ,  and h i s  d a t a  a r e  i n t e n d e d  t o  r e l a t e  t o  such 
p e r c e p t i o n s .  The s p e c i f i c  e mo t i o n s  a r oused  by a p a r t i c u l a r  
h e a l t h  p r ob l em c r u c i a l l y  i n f l u e n c e  the  p a t i e n t ' s
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e v a l u a t i o n s .  The e v i d e n c e  he p r e s e n t s  however  i s  o f  
c o r r e l a t i o n s  between d i f f e r e n t  a t t i t u d e s  e x p r e s s e d  by a 
g e n e r a l  c r o s s - s e c t i o n  o f  r e s p o n d e n t s  a t  a s i n g l e  p o i n t  in  
t ime  and a t  an u n s p e c i f i e d  t i me  in r e l a t i o n  t o  t h e i r  l a s t  
me d i c a l  c o n s u l t a t i o n .  The sampl es  used were g a t h e r e d  f r om  
g e n e r a l  p o p u l a t i o n s  as omnibus s u r v e y s ,  w i t h  p r e s u m a b l y  
w i d e l y  v a r y i n g  l e v e l s  o f  h e a l t h  s t a t u s  and p a t t e r n s  o f  
r e c e n t  use o f  h e a l t h  s e r v i c e s  and i n c l u d e d  many w i t h  
mi n i mal  or  no r e c e n t  u s e .  T h i s  i s  an i m p o r t a n t  p o i n t  in 
the e v a l u a t i o n  of  Ben S i r a ' s  w o r k .  The s i g n i f i c a n c e  o f  h i s  
approach i s  t h a t  i t  t a c k l e s  the c e n t r a l  issue in p a t i e n t  
s a t i s f a c t i o n  r e s e a r c h  w hi ch  i s  the p r o c es s e s  and f a c t o r s  
i n v o l v e d  in p a t i e n t s '  e v a l u a t i o n s  o f  spec i f  i c uses  o f  
h e a l t h  s e r v i c e s ,  r a t h e r  than b e i n g  concerned  w i t h  the  
f o r m a t i o n  o f  more g e n e r a l ,  f a v o u r a b l e  or  u n f a v o u r a b l e  
a t t i t u d e s  t owards  the  m e d i c a l  p r o f e s s i o n  or  h e a l t h  
s e r v i c e s .  Ben S i r a  i s  c o n c e r n e d  w i t h  p a t i e n t s '  e v a l u a t i o n s  
o f  s p e c i f i c  c o n s u l t a t i o n s .  The more removed the  
q u e s t i o n n a i r e  i s  f r om b e i n g  c on ce r ne d  w i t h  s p e c i f i c  
e p i s o d e s  of  use of  h e a l t h  c a r e ,  the g r e a t e r  the l i k e l i h o o d  
t h a t  answers  t o  q u e s t i o n s  may r e f l e c t  as much t h e i r  
' s o c i a l l y  s t e r e o t y p e d  c o n c e p t i o n s  o f  p r o v i d e r s  and  
s e r v i c e s '  ( L o c k e r  and D u n t ,  1 9 7 8 ) .  I n  o t h e r  words  the  
q u e s t i o n n a i r e  may i n c r e a s i n g l y  e l i c i t  more g e n e r a l  
a t t i t u d i n a l  m a t e r i a l  -  the  more g e ne r a l  p o s i t i v e  or  
n e g a t i v e  v a l u e s  r e s p o n d e n t s  a t t a c h  to  d o c t o r s  g e n e r a l l y  or  
to t h e i r  h e a l t h  s e r v i c e  as a s o c i a l  i n s t i t u t i o n .  The  
probl em w i t h  such a t t i t u d i n a l  e v i d e n c e  i s ,  as a r g u e d  in 
c h a p t e r  1,  t h a t  m e d i c i n e  i s  an o c c u p a t i o n  t h a t  i s  h i g h l y  
s o c i a l l y  v a l u e d  and h e a l t h  c a r e  systems such as the  NHS
Page 220
a r e  h e l d  In h i gh  e s t ee m.  The c o n t a m i n a t i o n  o f  p a t i e n t s '  
j ud g e men t s  o f  the b e n e f i t s  o f  c o n s u l t a t i o n s  by such 
a t t i t u d i n a l  or  n o r m a t i v e  v a l u e s  i s  an enormous  
m e t h o d o l o g i c a l  p r o b l e m ,  not  e a s i l y  s o l v e d .  L i n d e r  P e l z  
< 1 9 8 2 b ; 5 8 8 )  a r gu es  t h a t  p a t i e n t  s a t i s f a c t i o n  as an 
a t  t i tude  can be a n a l y t i c a l l y  and c o n c e p t u a l l y  
d i s t i n g u i s h e d  f r om i t s  more p e r c e p t u a l  component  bu t  t h a t  
in p r a c t i c e  the two e l e m e n t s  a r e  c o n f l a t e d .  I t  i s  
r e p e a t e d l y  emphas i zed  by Ben S i r a  t h a t  i t  i s  the  p a t i e n t ' s  
' i m m e d i a t e '  s a t i s f a c t i o n  w i t h  t he  d o c t o r ' s  t r e a t m e n t  < 1 97 6 ,  
5;  10)  t h a t  i s  b e i n g  d i s c u s s e d  in the mode l ,  and t h a t  he 
means s a t i s f a c t i o n  in the  sense o f  the p e r c e i v e d  ' e f f i c a c y '  
and ' c o n t r i b u t i o n  t o  r e c o v e r y '  (Ben S i r a , 1 9 8 0 : 1 7 0 ;  178 )  o f  
the d o c t o r .  Thus i t  i s  above a l l  a model t o  a cc o u n t  f o r  
s p e c i f i c  p e r c e p t u a l  J u dgement s .  Samples o f  p a t i e n t s  who 
have e x p e r i e n c e d  a r e c e n t  i l l n e s s  ep i so d e  and d e c i d e d  t o  
seek h e l p  s ho u l d  t h e r e f o r e  be more a p p r o p r i a t e  t o  the  
i n v e s t i g a t i o n  o f  s p e c i f i c  a s p e c t s  o f  s a t i s f a c t i o n  c e n t r a l  
to h i s  t h e o r y .
( b )  The t ime o r d e r  o f  v a r i a b l e s
The use o f  c r o s s - s e c t i o n a l  s u r v e y  m a t e r i a l  t o  
examine the s p e c i f i c  p r o c e s s e s  t h a t  he i d e n t i f i e d  as  
o p e r a t i n g  d u r i n g  s o c i a l  i n t e r a c t i o n s  between d o c t o r  and  
p a t i e n t  i s  a f undament a l  p r ob l e m  in Ben S i r a ' s  r e s e a r c h .
He h i m s e l f  acknowl edges  the  p r ob l e m in terms o f  w h e t h e r  
c o r r e l a t i o n  i m p l i e s  c a u s a l i t y .  (Ben S i r a ,  1 9 7 6 : 1 0 ;
1 9 8 2 b : 1 0 1 8 ) .  However in some c r u c i a l  p a r t s  o f  h i s  e v i d e n c e  
the p r ob l em i s  a n o t h e r  one -  t h a t  o f  the t ime r e l a t i o n s h i p s
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o f  h i s  measured v a r i a b l e s  r e l a t i v e  to the t i me  o r d e r  o f  
v a r i a b l e s  in h i s  m o d e l .  C o n f u s i o n s  occur  in p a r t i c u l a r  
w i t h  r e g a r d  t o  the i m p o r t a n t  r o l e  t h a t  concern  about  h e a l t h  
p l a y s  in h i s  mo d e l .  The q u e s t i o n  r e s p o n d e n t s  were  asked  
about  h e a l t h  concern  was in t e r ms  o f  concern  a t  the t i me  
o f  c o m p l e t i n g  the q u e s t i o n n a i r e  ( ' T o  what  e x t e n t  a re  you 
w o r r i e d  about  your  c u r r e n t  s t a t e  o f  h e a l t h ? ' ) .  As Ben S i r a  
acknowl edges  ( 1 9 8 0 : 1 7 9 )  t h i s  q u e s t i o n  r e f e r s  t o  the p r e s e n t  
wh e r e a s  the q u e s t i o n s  about  s a t i s f a c t i o n  r e f e r  t o  the p a s t .  
On the  o t h e r  hand the model  r e l a t e s  concern  about  h e a l t h  
a t  the  t ime o f  c o n s u l t i n g  t o  s a t i s f a c t i o n  w i t h  t h a t  
c o n s u l t a t i o n .  Ben S i r a  j u s t i f i e s  t h i s  by a r g u i n g  t h a t  
l e v e l s  o f  concern  about  o n e ' s  h e a l t h  a r e  c o n s t a n t  
c h a r a c t e r i s t i c s  o f  i n d i v i d u a l s  and t h a t  c oncer n  about  
h e a l t h  e xp r e s s e d  a t  i n t e r v i e w  w ou l d  t h e r e f o r e  c o r r e l a t e  
w i t h  f e e l i n g s  a t  the t i me  o f  c o n s u l t a t i o n .  He s u g g e s t s  
t h a t  a p o s s i b l e  mechanism f o r  such s t a b i l i t y  o f  h e a l t h  
concer n  m i gh t  be the i n d i v i d u a l ' s  s o c i a l  s t a n d i n g .
However ,  t h i s  assumpt i on  - t h a t  h e a l t h  concer n  i s  a c o n s t a n t  
c h a r a c t e r i s t i c  o f  i n d i v i d u a l s -  c o n t r a d i c t s  the  t h e o r e t i c a l  
t h r u s t  o f  h i s  m o d e l .  The s t a r t i n g  p o i n t  f o r  h i s  a n a l y s i s  
i s  ' d i s e a s e  as a s t a t e  o f  p h y s i o l o g i c a l  d i s t u r b a n c e  t h a t  
i s  accompanied by a c e r t a i n  d e gr ee  o f  a n x i e t y  as a 
consequence of  the  p a t i e n t ' s  e v a l u a t i o n  o f  the  me an i ng ,  
s e r i o u s n e s s  and p o s s i b l e  outcome o f  the d i s t u r b a n c e  . 
P a t i e n t s '  concern  about  t h e i r  h e a l t h  may t o  a o r e a t  e x t e n t  
be a p r o d u c t  o f  t h e i r  s u b j e c t i v e  e v a l u a t i o n  o f  the  
di s t u r b a n c e  ' ( 1 9 8 0 : 1 7 1 ) .
The p r e c e e d i n g  q u o t a t i o n  f rom h i s  t h e o r e t i c a l  model
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i s  c o n s i s t e n t  w i t h  a l l  o f  t he  e v i d e n c e  f r om m e di c a l  
s o c i o l o g y  t h a t  p a t i e n t s  f o r m q u i t e  complex e v a l u a t i o n s  o f  
t h e i r  symptoms b e f o r e  c o n s u l t i n g  ( S t i ms o n  and Webb,  1 9 7 5 )  
and may s h a r p l y  d i s t i n g u i s h  between more g e n e r a l  d i m e n s i o n s  
o f  t h e i r  h e a l t h  (such as t h e i r  g e n e r a l  f i t n e s s  or  ' s t o c k '  
of  h e a l t h  ) and s p e c i f i c  i l l n e s s  p r ob l ems  ( W i l l i a m s ,  1 9 8 3 ) .  
However t h i s  t h e o r e t i c a l  r e c o g n i t i o n  o f  the s p e c i f i c i t y  o f  
p a t i e n t s '  p e r c e p t i o n s  i s  n e g a t e d  by an approach t o  
measurement  in which  v i e ws  a bo u t  h e a l t h  a r e  t r e a t e d  as  
s t a t i c  and uni  d i m e n s i o n a l .  F u r t h e r m o r e  the approach  t o  
measurement  a d o p t e d  by Ben S i r a  does not  a l l o w  f o r  the  
p o s s i b i l i t y  t h a t  c u r r e n t  h e a l t h  concern  may in v a r i o u s  ways  
be a p r o d u c t  o f  p a s t  l e v e l s  o f  s a t i s f a c t i o n .  E v i d e nc e  
has been pr oduced  in t h i s  t h e s i s  t h a t  s a t i s f a c t i o n  w i t h  
c o n s u l t a t i o n s  may be a d i r e c t  i n f l u e n c e  upon p a t i e n t s '  
subsequent  r e a s s u r a n c e  about  t h e i r  h e a l t h  p r ob l ems  
( F i t z p a t r i c k  and H o p k i n s , 1 9 8 1 ) .  Such pr ob l ems  s ug g e s t  t h a t  
a more a p p r o p r i a t e  way o f  e x a m i n i n g  h i s  model wou l d  be one 
in wh i ch  h e a l t h  c o n c e rn s  a t  the t ime o f  c o n s u l t i n g  c o u l d  
be more d i r e c t l y  ass e ss e d  f o r  p o s s i b l e  subsequent  
i n f l u e n c e s  upon s a t i s f a c t i o n .  I nd e ed  a l o n g i t u d i n a l  
r e s e a r c h  d e s i g n  woul d  appear  a more p r o m i s i n g  way o f  
i d e n t i f y i n g  the  i n f l u e n c e  o f  a n x i e t y  and d i s t r e s s  a t  the  
t ime o f  c o n s u l t i n g  t o  subsequent  s a t i s f a c t i o n .
( c )  The t ime r e f e r e n c e  o f  v a r i a b l e s
S i m i l a r  c o n f u s i o n s  occur  w i t h  r e g a r d  t o  Ben
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S i r a ' s  t r e a t m e n t  o f  the t i me r e f e r e n c e  o f  c e n t r a l  v a r i a b l e s  
in h i s  m o d e l .  The q u e s t i o n s  about  i n s t r u m e n t a l  b e h a v i o u r  
in the 1980 s u r v e y  r e f e r  t o  a s p e c i f i c  c o n s u l t a t i o n  ( ' D i d  
the G . P .  g i v e  you a f e e l i n g  t h a t  he knows how t o  cope w i t h  
p r ob l ems  such as y o u r s ? ' ) .  However the  q u e s t i o n s  about  
a f f e c t i v e  b e h a v i o u r  appear  t o  i n v i t e  a g e n e r a l  j udgement  
about  the  d o c t o r ' s  b e h a v i o u r  f r om the  p a t i e n t  ( ' D o e s  the  GP 
a l l o c a t e  s u f f i c i e n t  t i m e ? ' ) .  The d i s c r e p a n c y  between the  
c o n s u l t a t i o n  -  s p e c i f i c  r e f e r e n c e  o f  the i n s t r u m e n t a l  
q u e s t i o n s  and the g e n e r a l  r e f e r e n c e  o f  the a f f e c t i v e  i tems  
may be i m p o r t a n t ,  s i n c e  c ausa l  p r i o r i t y  i s  a t t r i b u t e d  t o  
the second d i men s i on  -  a f f e c t i v e  a s p e c t s .  However  the  
approach t o  measurement  in h i s  s u r v e y  i s  such t h a t ,  i f  the  
a s s o c i a t i o n s  between a f f e c t i v e  and i n s t r u m e n t a l  i t e ms  
s ho u l d  be p o s i t i v e  and s i g n i f i c a n t ,  the  p o s s i b i l i t y  c an n o t  
be e x c l u d e d  t h a t  i t  i s  g e n e r a l  a t t i t u d e s  ( i n  t h i s  case  
g e n e r a l  a f f e c t i v e  a t t i t u d e s )  t h a t  i n f l u e n c e  p a t i e n t s '  
p e r c e p t i o n s  o f  the b e n e f i t s  o f  s p e c i f i c  c o n s u l t a t i o n s .
Aga i n  t h i s  s u g g e s t s  a q u i t e  d i f f e r e n t  model  o f  p a t i e n t  
s a t i s f a c t i o n ,  much c l o s e r  t o  the v i e w  t h a t  the g e n e r a l  
s o c i a l  s t a n d i n g  o f  m e d i c i n e ,  as r e f l e c t e d  in s o c i a l l y  
s t e r e o t y p e d  a t t i t u d i n a l  r e s po n s e s  a r e  the pr i me  i n f l u e n c e s  
upon l a y  e v a l u a t i o n s  o f  t h e i r  h e a l t h  c a r e .  A more 
a p p r o p r i a t e  way o f  e x a m i n i n g  the s p e c i f i c  c o n t e n t  o f  Ben 
S i r a ' s  t h e s i s  woul d  appear  t o  i n v o l v e  a c o n s i s t e n t  approach  
to t i m e - r e f e r e n c e  in which  r e s p o n d e n t s  a r e  asked  about  
t h e i r  p e r c e p t i o n s  o f  the a f f e c t i v e  and i n s t r u m e n t a l  a s p e c t s  
of  a s i n g l e  i l l n e s s  e p i s o d e .  Ben S i r a  d i d  not  use measures  
t h a t  most  e x a c t l y  c or r e s p o n d e d  t o  the e l e m e n t s  o f  h i s  
model .  Because o f  these  c o n s i d e r a t i o n s ,  Ben S i r a ' s  own
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q u e s t i o n n a i r e  i t e ms  c o u l d  no t  be r e g a r d e d  as a p p r o p r i a t e  
•for t e s t i n g  the r e l e v a n c e  o f  h i s  model t o  a s e t t i n g  such as  
the STD c l i n i c  t h a t  i s  s t u d i e d  in the f o l l o w i n g  c h a p t e r s .
I t  was i m p o r t a n t  t o  use a p a t i e n t  s a t i s f a c t i o n  
q u e s t i o n n a i r e  t h a t  c o n s i s t e n t l y  r e f e r r e d  t o  p a t i e n t s '  
p e r c e p t i o n s  w i t h  r e g a r d  t o  a s i n g l e  e p i s o d e  -  a r e q u i r e m e n t  
t h a t  i s  met  by the  p a t i e n t  s a t i s f a c t i o n  q u e s t i o n n a i r e  
d e v e l o p e d  by L i nn  and G r e e n f i e l d  ( 1 9 8 2 ) .
<d) The pr ob l em o f  c o n t r a s t i n g  c on c e p t s
Ben S i r a ' s  t h e o r y  i s  unusual  in the e x t e n t  t o  whi ch  
i t  i s  f ou n d ed  upon a s e r i e s  o f  c o n t r a s t i n g  p a i r s  o f  
c o n c e p t s .  H i s  t h e o r y  p r o g r e s s i v e l y  b u i l d s  up f r o m  the  
b a s i s  o f  c o n t r a s t s  between ' mode '  and ' c o n t e n t ' ;  a f f e c t i v e '  
and i n s t r u m e n t a l ' ;  ' l a t e n t '  and ' m a n i f e s t ' ;  ' a n x i e t y '  and  
' p h y s i c a l  d i s t u r b a n c e ' .  At  t i m e s  the s e t s  o f  c o n t r a s t i n g  
p a i r s  o f  c o n c e p t s  a p pear  t o  be r u n n i n g  in p a r a l l e l  t r a c k s .  
Thus i t  i s  as i f  the  p a t i e n t ' s  ' p h y s i c a l  d i s t u r b a n c e '  i s  
the ' m a n i f e s t  g o a l '  which  i s  a dd r e s s e d  by the  ' c o n t e n t '  o f  
the d o c t o r ' s  b e h a v i o u r  and u l t i m a t e l y  r e f l e c t e d  in the  
p a t i e n t ' s  a t t i t u d e s  t o  the ' i n s t r u m e n t a l '  a s p e c t s  o f  the  
c o n s u l t a t i o n .  In p a r a l l e l ,  t h e r e  i s  a p r o c e s s  in whi ch  the  
p a t i e n t ' s  ' a n x i e t y '  i s  the ' l a t e n t '  goal  wh i ch  i s  a d d r es s e d  
by the  ' mode '  o f  the  d o c t o r ' s  b e h a v i o u r  and u l t i m a t e l y  
r e f l e c t e d  in the p a t i e n t ' s  a t t i t u d e  t o  the ' a f f e c t i v e '  
a s p e c t s  o f  the c o n s u l t a t i o n .
No o b j e c t i o n s  can be made about  the c o n c e p t s  
t h e m s e l v e s  which  in v a r y i n g  g u i s e s ,  have been ccxrenon
Page 225
c u r r e n c y  in the l i t e r a t u r e  on the d o c t o r  p a t i e n t  
r e l a t i o n s h i p .  M o r eo v er  the d eve l opment  o f  a c o n c e p t u a l  
f r amework  i s  an e s s e n t i a l  p r i o r  s t e p  t o  the t e s t i n g  o f  
h y p o t h e s e s .  The p r ob l e m in the  c on c e p t s  used by Ben S i r a
whi ch may a t  t h i s  s t a g e  be i d e n t i f i e d  i s  t h a t  t h e y  
o v e r - c o m p a r t m e n t a l i se and s e p a r a t e  out  p r o c e s s e s  t h a t  in 
r e a l i t y  may be i n t i m a t e l y  c on n e c t e d  -  the ' a f f e c t i v e '  and  
the ' i n s t r u m e n t a l '  a s p e c t s  o f  i l l n e s s  and m ed i c a l  h e l p  
s e e k i n g .  To t a k e  one e x a m p l e ,  may not  the p a t i e n t  r e c e i v e  
s u p p o r t  f rom both t e c h n i c a l  a s p e c t s  as w e l l  as a f f e c t i v e  
a s p e c t s  o f  the d o c t o r ' s  a c t i o n s ?  The p a t i e n t  may no t  
f u l l y  a p p r e c i a t e  the  t e c h n i c a l  c o m p l e x i t i e s  o f  any  
p a r t i c u l a r  m e d i ca l  p r o c e d u r e  bu t  such p r o c e d u r e s  may s t i l l  
p l a y  a r o l e  in i n d u c i n g  e m o t i o n a l  s a t i s f a c t i o n  as w e l l  as  
c o n t r i b u t e  t o  the t r e a t m e n t  o f  the p a t i e n t ' s  p r o b l e m .  H i s  
o p e r a t i o n a l  d e m a r c a t i o n  o f  ' a f f e c t i v e '  and i n s t r u m e n t a l '  
a s p e c t s  o f  the c o n s u l t a t i o n  i s  not  w i t h o u t  p r o b l e m s .  For
example Ben S i r a  i d e n t i f i e s  ' r e a s s u r a n c e '  as  an 
i n s t r u m e n t a l  i tem o f  me d i c a l  b e h a v i o u r ,  and ' a l l o c a t i n g  
s u f f i c i e n t  t i m e '  as an i tem o f  a f f e c t i v e  b e h a v i o u r .  A case  
c o u l d  e a s i l y  be made f o r  r e v e r s i n g  the  c l a s s i f i c a t i o n  o f  
those p a r t i c u l a r  i t e m s .
( e )  Probl ems in the  mean i ng  o f  p a t i e n t  s a t i s f a c t i o n
Ben S i r a  v a r i o u s l y  d i s c u s s e s  h i s  c e n t r a l  depen dent  
v a r i a b l e  ' p a t i e n t  s a t i s f a c t i o n '  in te rms o f  s a t i s f a c t i o n  
w i t h  the c o n t e n t  o f  the c o n s u l t a t i o n ,  w i t h  the  m e d i ca l  
t r e a t m e n t ,  w i t h  the  e f f i c a c y  o f  t r e a t m e n t  or  w i t h  the  
i n s t r u m e n t a l  a s p e c t s  o f  h i s  or  her  r e l a t i o n s h i p s  w i t h  the
Page 226
d o c t o r .  W h i l s t  some o f  t he s e  c o n c e p t s  s t a n d  ou t  c l e a r l y  by  
c o n t r a s t  w i t h  t h e i r  o p p o s i t e s  ( s a t i s f a c t i o n  w i t h  the  
c o n t e n t  o f  the c o n s u l t a t i o n  i s  opposed t o  s a t i s f a c t i o n  w i t h  
the manner  o f  the c o n s u l t a t i o n ;  i n s t r u m e n t a l  and a f f e c t i v e  
s a t i s f a c t i o n  a re  c o n t r a s t e d ) ,  the d i f f e r e n t  v e r s i o n s  o f  the  
dependent  v a r i a b l e  n e v e r t h e l e s s  r e f e r  t o  d i f f e r e n t  a s p e c t s  
o f  the d o c t o r  p a t i e n t  r e l a t i o n s h i p .  T h i s  r a i s e s  the  
i m p o r t a n t  i ssue  o f  what  Ben S i r a  u n d e r s t a n d s  by the  c o n c e p t  
of  s a t i s f a c t i o n .  In  p a r t i c u l a r ,  as he uses i t  in the  two  
s u r v e y s  examined h e re  < 1 9 7 6 , 1 9 8 0 ) ,  i t  c o u l d  be t a k en  t o  
r e f e r  e i t h e r  t o  p a t i e n t s '  v i e w s  as t o  the q u a l i t y  o f  
me d i c a l  t r e a t m e n t  in the  c o n s u l t a t i o n  or  t o  p a t i e n t s '  
v i e ws  as t o  the p o s s i b l e  e f f e c t s  or  b e n e f i t s  o f  such  
t r e a t m e n t  upon the p r ob l em t h a t  l e d  t o  the p a t i e n t  
c o n s u l t i n g .  To adopt  D o n a b e d i a n ' s  d i s t i n c t i o n  ( 1 9 6 6 ) ,  the  
f i r s t  woul d  be a measure o f  v i e w s  about  the '  p r o c e s s e s '  
of  t r e a t m e n t ,  t h a t  i s  a bout  the  a c t i v i t i e s  c a r r i e d  ou t  in  
the course  o f  t r e a t m e n t ,  the  second woul d  be a measure  o f  
v i ews  about  the ' o u tcomes '  o f  t r e a t m e n t ,  t h a t  i s ,  the  
impact  o f  t r e a t m e n t  upon symptoms.  These c o n c e p t s  a r e  
a n a l y t i c a l l y  d i s t i n c t  and the  i n v e s t i g a t o r  neads t o  c l a r i f y  
w h e t h e r  he sees h i s  depen dent  v a r i a b l e  as c l o s e r  t o  the  
f i r s t  or  second k i n d s  o f  v i e w s .  In the n e u r o l o g i c a l  c l i n i c  
s tu d y  i t  was c l e a r  t h a t  p a t i e n t s '  v i e ws  as t o  the  p r o c e s s e s  
of  t h e i r  c a r e  were  q u i t e  i n de pe n d e nt  o f  v i e w s  o f  the  v a l u e  
or a p p r o p r i a t e n e s s  o f  c a r e .  Much o f  the t h e o r e t i c a l  
d i s c u s s i o n  in Ben S i r a ' s  work  s ug g e s t s  t h a t  he i s  c o n c e r n e d  
w i t h  p a t i e n t  s a t i s f a c t i o n  as a j udgement  o f  ou t comes,  o f  
the a p p r o p r i a t e n e s s  or  v a l u e  o f  the d o c t o r ' s  t r e a t m e n t  t o  
r e c o v e r y .  The f o l l o w i n g  c o n c l u s i o n  t o  h i s  second s u r v e y  in
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a d d i t i o n  t o  i l l u s t r a t i n g  h i s  use o f  c o n t r a s t i n g  p a i r s  o f
c o n c e p t s ,  a p p e a r s  t o  s u p p o r t  t h i s  i n t e r p r e t a t i o n :
' T h e  s i g n i f i c a n c e  o f  t h i s  s t u d y  l i e s  in i t s  s u p p o r t i n g  
e m p i r i c a l l y  the s u g g e s t i o n s  o f  an e a r l i e r  s t u d y  (Ben  
S i r a , 1976 )  t h a t  p a t i e n t s '  assessments  o f  the  e f f i c a c y  
o f  the  GP' s  t r e a t m e n t  a c t i v i t i e s  ( c o n t e n t )  on the  
b a s i s  o f  the mode o f  t h e i r  p r e s e n t a t i o n  w i l l  be 
r e l a t e d  t o  the p a t i e n t s '  ( a )  l e v e l  o f  c once r n  a bout  
t h e i r  h e a l t h  and ( b )  i g n o r a n c e  o f  me d i c a l  t e c h n i q u e s ,  
( a n d  hence i n c a p a b i l i t y  o f  Judg i ng  the c o n t r i b u t i o n  o f  
the GP ' s  a c t i v i t i e s  t o  t h e i r  r e c o v e r y '  (Ben S i r a ,
1980 :  1 7 8 ) .
I n  t h i s  q u o t a t i o n  he has t h e r e f o r e  emphas i sed  the
concept  o f  s a t i s f a c t i o n  w i t h  ' e f f i c a c y ' .  He a ck n o w l e d g e s
the a m b i g u i t y  in h i s  d i s c u s s i o n  o f  p a t i e n t  s a t i s f a c t i o n  in
a subsequent  and s e p a r a t e  s u r v e y  o f  a d i f f e r e n t  s a m p l e :
' E a r l i e r  s t u d i e s  f o c u s e d  on the s a t i s f a c t i o n  w i t h  the  
p h y s i c i a n ' s  t r e a t m e n t  and not  on the a ss e ss e d  l e v e l  o f  
h i s  p r o f e s s i o n a l  c om p et en c e .  We p o s i t  t h a t  
a n a l y t i c a l l y  t he s e  a r e  two d i s t i n c t  a s p e c t s  o f  
ass essment ;  a pe r son  may be h i g h l y  s a t i s f i e d  w i t h  
m e di c a l  t r e a t m e n t  g i v e n  by h i s  f a m i l y  GP, bu t  p e r c e i v e  
him t o  be a t  a l i m i t e d  l e v e l  o f  p r o f e s s i o n a l  
c o m p e t e n c e . ' ( B e n  S i r a ,  1 9 8 2 b : 1 0 1 4 ) .
However ,  w h i l s t  a c k n o w l e d g i n g  the a m b i g u i t i e s  in  
h i s  de pendent  v a r i a b l e ,  t h i s  a t t e m p t  t o  ' u n p a c k '  the  
concept  i s  not  s a t i s f a c t o r y .  The i t ems  used in t h i s  f o u r t h  
s t u d y  t o  a ss e s s  s a t i s f a c t i o n  w i t h  t r e a t m e n t  a r e  e s s e n t i a l l y  
the same as those used in the  p r e v i o u s  s ur v e y s  and a r e  
r e f e r r e d  t o  as i tems  r e l a t i n g  t o  ' t h e  i n s t r u m e n t a l  
di mensi on o f  b e h a v i o r  ( c o n t e n t  o f  t r e a t m e n t ) '  1 9 8 2 b : 1 0 1 5 ) .  
The o t h e r ,  ne wl y  i n t r o d u c e d  i t em -  competence -  i s  
o p e r a t i o n a l i s e d  as a r a n k i n g  o f  the d o c t o r ' s  compet ence  by  
the p a t i e n t  on a s c a l e .  The p a t i e n t ' s  e v a l u a t i o n s  o f  the  
outcomes o f  h i s  or  her  c o n s u l t a t i o n  in r e l a t i o n  t o  g o a l s  or  
concerns  i s  s t i l l  no t  c l e a r l y  b r o u g h t  i n t o  the m o d e l .  The  
c e n t r a l  i ssue  o f  w h e t h e r  the  p a t i e n t ' s  v i e ws  o f  outcomes
Page 228
are  or  a r e  not  i n c l u d e d  in t he  model  or  i t s  s u p p o r t i n g  
e v i d e n c e ,  i s  not  d i r e c t l y  a d d r e s s e d .  T h i s  i s  an i m p o r t a n t  
i ssue  in the g e n e r a l  a r e a  o f  p a t i e n t  s a t i s f a c t i o n  and can  
be summar ised in t e r ms  o f  t he  f o l l o w i n g  q u e s t i o n :
To what  e x t e n t  does the  con ce p t  o f  s a t i s f a c t i o n  
r e f e r  on the one hand t o  p a t i e n t s '  v i e ws  o f  the outcomes  
and v a l u e  o f  c o n s u l t i n g  in r e l a t i o n  t o  the p r e s e n t e d  
pr ob l em or  on the o t h e r  hand t o  the a t t i t u d e s  a d o p t e d  and  
j udge ment s  made about  the  c o n s u l t a t i o n  i t s e l f  and the  
d o c t o r ' s  b e h a v i o u r  w i t h i n  the  c o n s u l t a t i o n ?
In the n e u r o l o g i c a l  c l i n i c  s t u d y  e a r l i e r  in t h i s  
t h e s i s ,  i t  became c l e a r  t h a t  p a t i e n t s '  Judgements o f  the  
v a l u e  and b e n e f i t s  o f  c o n s u l t a t i o n s  were i nd e pe n d e nt  o f  and  
i ndeed more r e v e a l i n g  than a t t i t u d e s  a dopt ed  w i t h  r e g a r d  t o  
the d o c t o r ' s  t e c h n i c a l  c om p et en c e .  The r e  a r e  good r e a s o n s  
t h e r e f o r e  t o  t ake  the  v i e w  t h a t  the  most i n t e r e s t i n g  
f o r m u l a t i o n  o f  h i s  model  by Ben S i r a  i s  t h a t  wh i ch  does  
c l e a r l y  r e g a r d  a t t i t u d e s  w i t h  r e g a r d  t o  the d o c t o r ' s  
t e c h n i c a l  competence on the  one hand and p e r c e p t i o n s  o f  the  
v a l u e  and a p p r o p r i a t e n e s s  o f  t r e a t m e n t  on the o t h e r  hand as  
d i s t i n c t  d i men s i on s  in p a t i e n t s '  r e s po n s e s .  A more 
a p p r o p r i a t e  i n v e s t i g a t i o n  o f  Ben S i r a ' s  t h e s i s  wou l d  
i n c l u d e  measures o f  s a t i s f a c t i o n  in which  t hese  d i f f e r e n t  
a s p e c t s  o f  s a t i s f a c t i o n  can be d i s t i n g u i s h e d .  One o f  the  
a d v a n t a g e s  o f  the p a t i e n t  s a t i s f a c t i o n  q u e s t i o n n a i r e  
d e v i s e d  by L i nn  and G r e e n f i e l d  ( 1 9 8 2 ) ,  and used in the  
s tu d y  o f  an STD c l i n i c  r e p o r t e d  h e r e ,  i s  t h a t  i s  based on a 
c l e a r  c o n c e p t u a l  d i s t i n c t i o n  between the two a s p e c t s  o f
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i n s t r u m e n t a l  b e h a v i o u r  t h a t  Ben S i r a  i n c o n s i s t e n t l y  
d i s t i n g u i s h e s ,  namely  t e c h n i c a l  competence and e f f i c a c y .
( f ) O t h e r  probl ems
Ther e  a re  o t h e r  s p e c i f i c  c o n c e p t u a l  and  
m e t h o d o l o g i c a l  p r o b l ems  a s s o c i a t e d  w i t h  Ben S i r a ' s  m o d e l .
I t  may be a rgued t h a t  the  use o f  e d u c a t i o n a l  l e v e l  as a 
' f a c e s h e e t '  v a r i a b l e  t o  i n d i c a t e  l e v e l  o f  me d i c a l  knowledge  
i s  p r o b l e m a t i c .  I n  many f o r ms  o f  c h r o n i c  i l l n e s s ,  f o r  
e xa mp l e ,  e x p e r i e n c e  o f  c o p i n g  w i t h  the  d i s o r d e r  may make 
p a t i e n t s  i n t o  ' e x p e r t s '  r e g a r d l e s s  o f  t h e i r  f o r ma l  
e d u c a t i o n a l  q u a l i f i c a t i o n s  ( M a c I n t y r e  and O l d m a n , 1 9 7 7 ) .
Ben S i r a ' s  model w o u l d  s u g g e s t  t h a t  i t  i s  knowledge in 
r e l a t i o n  t o  the p r e s e n t i n g  p r o b l e m  , r a t h e r  than g e n e r a l  
me d i c a l  knowledge ,  t h a t  i s  most  i m p o r t a n t  in i n f l u e n c i n g  
the p a t i e n t ' s  dependence upon the  d o c t o r ' s  e mo t i o n a l  
s u p p o r t .  C l e a r l y  t h e r e  w o u l d  be enormous p r a c t i c a l  
d i f f i c u l t i e s  in a s s e s s i n g  such knowledge in a sample o f  
p r i m a r y  c ar e  p a t i e n t s  w i t h  d i v e r s e  p r e s e n t i n g  p r o b l e m s .
For s i m i l a r  r e a s o n s ,  no d i r e c t  assessment  o f  r e l e v a n t  
knowledge and u n d e r s t a n d i n g  i s  a t t e m p t e d  in the  STD c l i n i c  
s t u d y ,  and e d u c a t i o n  i s  used i n s t e a d .  However the v a r i a b l e  
of  e d u c a t i o n  does r a i s e  o t h e r  p r ob l e m s  t h a t  need  
c o n s i d e r a t i o n .  T h e r e  a r e  s e v e r a l  a l t e r n a t i v e  ways in wh i ch  
e d u c a t i o n  mi ght  r e l a t e  t o  s a t i s f a c t i o n .  The most f a v o u r e d  
i n t e r p r e t a t i o n  of  i t s  r o l e  in Ben S i r a ' s  d a t a  i s  t h a t  i t  
i n d i c a t e s  v a r i a t i o n  in b a s i c  a b i l i t i e s  t o  Judge 
i n s t r u m e n t a l  a s p e c t s  o f  m e d i c i n e  or  i ndeed t o  d i s t i n g u i s h  
at  a l l  between a f f e c t i v e  and t e c h n i c a l  a s p e c t s  o f
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c o n s u l t a t i o n s .  However  Ben S i r a  acknowl edges  a l t e r n a t i v e  
i n t e r p r e t a t i o n s .  F i r s t l y  he p o i n t s  t o  e v i d e n c e  t h a t  
e d u c a t i o n a l  l e v e l  i s  i n v e r s e l y  r e l a t e d  t o  l e v e l  o f  c on ce r n  
about  h e a l t h  ( A n t o n o v sk y  and A r i a n , 1 9 7 2 ) .  A r e l a t e d  v i e w  
woul d  be t h a t  l ower  s o c i a l  s t a n d i n g  i s  a s s o c i a t e d  w i t h  
g r e a t e r  needs f o r  e m o t i o n a l  s u p p o r t  f r om the d o c t o r  in 
r e l a t i o n  t o  i l l n e s s .  However a more p a r s i m o n i o u s  
e x p l a n a t i o n  a l s o  needs t o  be c o n s i d e r e d .  As d i s c u s s e d  in  
the f i r s t  c h a p t e r ,  e d u c a t i o n  or  s o c i a l  c l a s s  i s  o f t e n  
p o s i t i v e l y  a s s o c i a t e d  w i t h  t e n d e n c i e s  t o  e x p r e s s  more 
c r i t i c i s m  in r e l a t i o n  t o  h e a l t h  s e r v i c e s .  Whet her  t h r ou g h  
a r e l a t i v e  l a c k  o f  d e f e r e n c e ,  o r  the w i d e r  d i f f u s i o n  o f  
c o n s u m e r i s t  c u l t u r e  amongst  the  m i d d l e  c l a s s e s ,  t h i s  
t e n d e n cy  i n f l u e n c e s  s a t i s f a c t i o n  s u r v e y s .  The p o s s i b i l i t y  
e x i s t s  t h e r e f o r e  t h a t  the s i m p l e s t  e x p l a n a t i o n  f o r  Ben 
S i r a ' s  e d u c a t i o n a l  r e s u l t s  i s  as  f o l l o w s :  as e d u c a t i o n a l  
l e v e l  i n c r e a s e s ,  r e s p o n d e n t s  may e x p r e s s  more c r i t i c a l  
comments about  e i t h e r  i n s t r u m e n t a l  or  a f f e c t i v e  a s p e c t s  o f  
t h e i r  h e a l t h  c a r e .  C o n v e r s e l y  the  l e s s  e d u c a t e d  a r e  more  
r e l u c t a n t  t o  c r i t i c i z e  any a s p e c t  o f  t hese  same s e r v i c e s .  
They t h e r e f o r e  e x p r e s s  more p o s i t i v e  s a t i s f a c t i o n  on a l l  
s c a l e s  than do more h i g l y  e d u c a t e d  r e s p o n d e n t s .  These  
s i m p l e  d i f f e r e n c e s  a l o n e  c o u l d  produce  the h i g h e r  
c o r r e l a t i o n  c o e f f i c i e n t s  between d i f f e r e n t  s a t i s f a c t i o n  
i t ems  in l ower  e d u c a t e d  groups  t h a t  a re  the b a s i s  o f  Ben 
S i r a ' s  t h e s i s .  Less  e du c a t e d  r e s p o n d e n t s  g i v e  more  
u n i f o r m l y  p o s i t i v e  a nswer s .
I t  m i gh t  a l s o  be n o t e d  t h a t  t h i s  e x p l a n a t i o n ,  as  
w e l l  as b e i n g  s i m p l e r ,  makes f e w e r  c o n t r o v e r s i a l
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a ss u m p t i o n s  about  p e r c e p t u a l  a s p e c t s  o f  l e s s  e d u c a t e d  
p a t i e n t s '  e x p e r i e n c e s  o f  m e d i c a l  c o n s u l t a t i o n s .  Even i f  i t  
i s  a c c e p t e d  t h a t  such p a t i e n t s  have l e s s  f o r m a l  m e d i c a l  
Knowl edge,  t h e r e  i s  no r e as o n  t o  t h i n k  t h a t  l e s s  e d u c a t e d  
p a t i e n t s  may no t  p e r c e i v e  and d i s c r i m i n a t e  between b r oa d  
c a t e g o r i e s  o f  me d i c a l  and a f f e c t i v e  b e h a v i o u r  in 
c o n s u l t a t i o n s .  For  e xa mp l e ,  t h e r e  i s  no r eas o n  t o  b e l i e v e  
t h a t  l e s s  w e l l  e d u c a t e d  p a t i e n t s  a re  more l i k e l y  not  t o  be 
a b l e  t o  d i s t i n g u i s h  between a d o c t o r  t a k i n g  a h i s t o r y  and  
showing g e n e r a l  i n t e r e s t  in the  p a t i e n t  as an i n d i v i d u a l .
Nor i s  i t  r e a s o n a b l e  t o  assume t h a t  t h e y  a r e  l e s s  a b l e  t o  
form some k i n d  o f  v i e w  or  j udgement  o f  both  a s p e c t s  o f  the  
d o c t o r ' s  a c t i o n s .  I t  i s  i m p o r t a n t  t o  be c l e a r  about  why  
a l t e r n a t i v e  p o s s i b l e  e x p l a n a t i o n s  f o r  the r o l e  o f  e d u c a t i o n  
in r e l a t i o n  t o  p a t i e n t  s a t i s f a c t i o n  s u r v e y s  need  
c o n s i d e r a t i o n .  The f o u n d a t i o n  f o r  the i m p o r t a n t  and  
d i s t i n c t i v e  s o c i a l  p s y c h o l o g i c a l  t h e o r y  o f  s a t i s f a c t i o n  
proposed  by Ben S i r a  r e s t s  on the  c o r r e l a t i o n s  found  
between s u b - g r o u p s  i d e n t i f i e d  by v a r i a b l e s  such as h e a l t h  
concern  and e d u c a t i o n .  The g r e a t e r  r e l i a n c e  o f  l e s s  
e du c a t e d  p a t i e n t s  upon cues  f r om d o c t o r s '  a f f e c t i v e  
b e h a v i o u r  i s  c r u c i a l  s u p p o r t i n g  e v i d e n c e  f o r  the  o v e r a l l  
g e ne r a l  t h e o r y  o f  how p a t i e n t s  j udge  t h e i r  h e a l t h  c a r e .  I f  
more p a r s i m o n i o u s  e x p l a n a t i o n s  a r e  a v a i l a b l e  and e s p e c i a l l y  
i f  t h e y  can be s u p p o r t e d  w i t h  e v i d e n c e ,  the  o v e r a l l  t h e o r y  
i s  more v u l n e r a b l e .
The need t o  r e a s s e s s  Ben S i r a ' s  model
Ben S i r a  has h i m s e l f  p r o v i d e d  a c a n d i d  summary o f
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the p o s s i b l e  l i m i t a t i o n s  in h i s  own i n v e s t i g a t i o n s :  ' S i n c e  
a l l  o f  the  s t u d i e s  were  p o s t  hoc r e p o r t s ,  the  q u e s t i o n  was  
w h e t h e r  those  r e p o r t s  r e l i a b l y  r e f l e c t  the  manner  o f  
assessment  a t  the t ime o f  the  i n t e r a c t i o n  w i t h  the  
p r a c t i t i o n e r '  (Ben S i r a , 1 9 8 2 b : 1 0 1 8 ) .  V a r i o u s  s u g g e s t i o n s  
have been made in t h i s  c h a p t e r  as t o  ways in wh i ch  the  
t h e o r y  c o u l d  be more c l o s e l y  exami ned  and e l a b o r a t e d .  The  
f o l l o w i n g  p o i n t s  summarise the  main a r e a s  in whi ch  i t  has  
been a r g u e d  t h a t  Ben S i r a ' s  use o f  s u r v e y  r e s e a r c h  t o  
examine and d e v e l o p  a model o f  p a t i e n t  s a t i s f a c t i o n  ought  
to  be f u r t h e r  d e v e l o p e d .  F i r s t l y  the model  needs t o  be 
exami ned in te rms o f  a more a p p r o p r i a t e  sample -  in 
p a r t i c u l a r ,  p a t i e n t s  s e e k i n g  m e d i c a l  c a r e .  S e c on d l y  more  
a t t e n t i o n  needs t o  be g i v e n  t o  the t i me  o r d e r  o f  measured  
v a r i a b l e s  whi ch  a r e  c e n t r a l  t o  the  mo d e l .  T h i r d l y  the  t i me  
r e f e r e n c e  o f  s a t i s f a c t i o n  i t e m s ,  as measur ed ,  needs t o  be 
more a p p r o p r i a t e  t o  the  t i me  r e f e r e n c e  o f  a model o f  
immedi a t e  s a t i s f a c t i o n  w i t h  a spec i f  i c c o n s u l t a t i o n .  A
s i m i l a r  p r ob l em e x i s t s  w i t h  the  t ime r e f e r e n c e  o f  the  
concept  o f  h e a l t h  c o n c e r n s .  F i n a l l y ,  Ben S i r a ' s  work does  
not  have a c o n s i s t e n t  and c l e a r  v i e w  o f  the  dependent  
v a r i a b l e  o f  p a t i e n t  s a t i s f a c t i o n .  Judgements  o f  the  
t e c h n i c a l  q u a l i t y  o f  c a r e  and o f  the d o c t o r ' s  competence  
need t o  be d i s t i n g u i s h e d  f r om j u d g e men t s  o f  the v a l u e  o f  
t r e a t m e n t  p r o v i d e d .
Ben S i r a  a l s o  r e ma r ks  ( 1 9 8 0 : 1 7 7 ;  1 9 8 2 b : 1018 )  t h a t  
a s p e c t s  o f  h i s  s u r v e y  r e s u l t s  may r e f l e c t  p e c u l i a r i t i e s  o f
I s r a e l i  c u l t u r e  or  o f  the I s r a e l i  h e a l t h  c a r e  s ys t em.
There  i s  an i n v e r s e  r e l a t i o n s h i p ,  f o r  e xa mp l e ,  between
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s o c i a l  c l a s s  and h e a l t h  s e r v i c e  u t i l i s a t i o n .  He l i n k s  t h i s  
phenomenon w i t h  a c u l t u r a l  i n c l i n a t i o n  t owa r ds  d o c t o r  
s h o p p i ng  wh i ch  i s  m o t i v a t e d  by a s e a r c h  f o r  humane c a r e .
The g r e a t e r  need f o r  such a f f e c t i v e  c a r e  by l ower  s o c i a l  
c l a s s e s  and me d i c a l  d i s i n c l i n a t i o n s  t o  r espond  t o  such  
demands may c r e a t e  a v i c i o u s  c y c l e  whi ch  r e s u l t s  in 
s i g n i f i c a n t  c l a s s  d i f f e r e n c e s  in u t i l i s a t i o n .  He a l s o  
n o t e s  a h i g h  o v e r a l l  r a t e  o f  h e a l t h  s e r v i c e  u t i l i z a t i o n  in 
I s r a e l  wh i ch  may a l s o  be l i n k e d  t o  the  l a c k  o f  r e w a r d s  o r  
i n c e n t i v e s  f o r  d o c t o r s  t o  p r o v i d e  such a f f e c t i v e  s e r v i c e s .  
Thus he u r g e s  t h a t  r e s e a r c h  i s  needed in o t h e r  s o c i e t i e s  t o  
examine the v a l u e  o f  h i s  a pp r o a c h .
Ben S i r a  has d e v e l o p e d  a model o f  p a t i e n t  
s a t i s f a c t i o n ,  the i mpor t a nce  o f  whi ch  may be a t t r i b u t e d  t o  
the f a c t  t h a t  i t  a d d r e s s e s  the o t h e r w i s e  n e g l e c t e d  
p r o c e s s e s  whereby  p a t i e n t s  Judge c a r e .  F u r t h e r m o r e  h i s  
work p r o v i d e s  s t r o n g  s u p p o r t  f o r  the  i mpor t a nce  o f  
i n t e r p e r s o n a l  a s p e c t s  o f  h e a l t h  c a r e  and o f  the c r u c i a l  
s i g n i f i c a n c e  o f  the d o c t o r ' s  ' a r t  o f  c a r e ' .  H i s  a ppr oach  
would  a t t a c h  much l e s s  s i g n i f i c a n c e  t o  the outcomes and  
v a l u e  o f  h e a l t h  c a r e  in te rms o f  p o t e n t i a l  b e n e f i t s  t o  the  
p a t i e n t  as d e t e r m i n a n t s  o f  p a t i e n t  s a t i s f a c t i o n .  The 
p a t i e n t ' s  main g o a l s  and co n ce r ns  in s e e k i n g  h e a l t h  c a r e  
are the  s o l u t i o n  o f  me d i c a l  p r ob l e m s .  Y e t ,  f o r  r e a s o n s  
t h a t  have been o u t l i n e d ,  the p a t i e n t  i s  not  r e g a r d e d  by Ben 
S i r a  as a b l e  d i r e c t l y  t o  Judge the b e n e f i t s  o f  a 
c o n s u l t a t i o n  in t e rms  o f  the p r o g r e s s  he or  she has made in 
o b t a i n i n g  s o l u t i o n s .  The p a t i e n t  has t o  r e l y  on more  
i n d i r e c t  cues  such as the  manner o f  the  d o c t o r ,  t o  such an
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e x t e n t  t h a t  the manner  and a f f e c t i v e  b e h a v i o u r  become the  
main concer n  o f  the  p a t i e n t .  The degree  of  emphas i s  p l a c e d  
upon ' a f f e c t i v e '  a s p e c t s  o f  m e d i c i n e  may have become 
e x c e s s i v e  i f  the g o a l s ,  m o t i v a t i o n s  and prob l ems p r e s e n t e d  
by p a t i e n t s  t o  d o c t o r s  become l o s t  f r om s i g h t  and p a t i e n t s  
are  p o r t r a y e d  as s a t i s f i e d  p r i m a r i l y  by the ' n i c e n e s s '  o f  
t h e i r  d o c t o r .  P a t i e n t s  wou l d  appear  t o  have v e r y  l i m i t e d  
c a p a b i l i t i e s  o f  o b s e r v a t i o n  or  Judgement .  One consequence  
would  be the  v a l i d a t i o n  o f  the  assumpt i on  t h a t  p a t i e n t s  
have o n l y  a l i m i t e d  r o l e  t o  p l a y  in the e v a l u a t i o n  o f  
h e a l t h  c a r e .  The r o l e  o f  p a t i e n t  s a t i s f a c t i o n  r e s e a r c h  
would be t o  p r o v i d e  f e e d b a c k  on c l i n i c a l  i ss u e s  w i t h  r e g a r d  
to  the  a r t  o f  c a r e  ( f o r  example in r e l a t i o n  t o  the  
f r i e n d l i n e s s  or  empathy o f  h e a l t h  p r o f e s s i o n a l s ) .  I t  wo u l d  
be f a r  l e s s  a p p r o p r i a t e  f o r  p a t i e n t s  t o  p l a y  a r o l e  as a 
source  o f  i n f o r m a t i o n  in the e v a l u a t i o n  of  s e r v i c e s ,  
e s p e c i a l l y  w i t h  r e g a r d s  to  i s s u e s  such as the q u a l i t y  o f  
c ar e  or  the outcomes o f  c a r e .  However b e f o r e  such 
c o n c l u s i o n s  a re  r e a c h e d ,  the b a s i s  o f  p a t i e n t s '  
e v a l u a t i o n s ,  as i d e n t i f i e d  by Ben S i r a ' s  mode l ,  must  be 
s u b j e c t e d  t o  c l o s e r  i n v e s t i g a t i o n .  The n e x t  c h a p t e r  
d e s c r i b e s  the c o n t e x t ,  sample and methods of  a s t u d y  o f  
p a t i e n t  s a t i s f a c t i o n  w i t h  a s e x u a l l y  t r a n s m i t t e d  d i s e a s e  
c l i n i c ,  which  i s  used t o  examine Ben S i r a ' s  mo d e l .
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CHAPTER 6 .  THE CONTEXT. SAMPLE AND METHODS OF A STUDY OF A 
SEXUALLY TRANSMITTED DISEASES C L I N I C
I t  was a r g u e d  in the  l a s t  c h a p t e r  t h a t  Ben S i r a ' s  
model o f  p a t i e n t  s a t i s f a c t i o n  i s  o f  s u f f i c i e n t  i mpor t a nce  
t o  w a r r a n t  e x a m i n a t i o n  by means o f  p a t i e n t s  a c t u a l l y  
s e e k i n g  m e di c a l  h e l p .  T h i s  c h a p t e r  i s  used t o  d e s c r i b e  the  
S e x u a l l y  T r a n s m i t t e d  D i s e a s e  c l i n i c  sample and the  methods  
by means o f  which the  a p p l i c a b i l i t y  o f  Ben S i r a ' s  model  i s  
t o  be e xa mi ne d .  Somet h i ng must  f i r s t  be s a i d  about  the  
n a t u r e  o f  S e x u a l l y  T r a n s m i t t e d  D i s e a s e s  (STD) c l i n i c s  t o  
p r o v i d e  some c o n t e x t  f o r  the  r e p o r t  on p a t i e n t s '  v i e w s  t h a t  
f o l l o w s .  Such c l i n i c s ,  now o f t e n  t e rmed De pa r t m e n t s  o f  
G e n i t o - U r i n a r y  M e d i c i n e ,  a r e  r e s p o n s i b l e  f o r  a range  o f  
h e a l t h  p r o b l ems  t h a t  have i n c r e a s e d  s i g n i f i c a n t l y  in the  
r e c e n t  p a s t .  Thus the number o f  c a s e s  seen in STD c l i n i c s  
in En g l a n d  and Wa l es  r ose  t h r e e  f o l d  in the p e r i o d  f r om  
1970 t o  1985 and the  t o t a l  number o f  cases  i s  now o v er  h a l f  
a m i l l i o n  per  annum ( A d l e r , 1 9 8 5 ) .  The l a r g e  London 
c l i n i c s ,  one o f  whi ch  was the  s e t t i n g  f o r  the r e p o r t e d  
s t u d y ,  p l a y  a p a r t i c u l a r l y  i m p o r t a n t  r o l e  in t h i s  f i e l d .  
F o r t y  one p e r  c en t  o f  p a t i e n t s  in En g l an d  and Wa l es  w i t h  
STDs ( s e x u a l l y  t r a n s m i t t e d  d i s e a s e s )  a re  seen in London  
c l i n i c s  ( B e l s e y  and A d l e r , 1 9 8 1 ) .  The c l i n i c s  f u n c t i o n  as  
p r o v i d e r s  o f  both p r i m a r y  and s e c o n d a r y  h e a l t h  c ar e  in the  
sense t h a t  p a t i e n t s  may a t t e n d  e i t h e r  on a s e l f  r e f e r r e d
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' w a l k - i n '  b a s i s  or  r e f e r r e d  by a G . P .  The m a j o r i t y  o f  
p a t i e n t s  p r e f e r  t o  a t t e n d  on a s e l f  r e f e r r e d  b a s i s .
Such c l i n i c s  p r o v i d e  a f o r m o f  m e d i c i n e  w h i c h ,  in  
some s e n s e s ,  i s  p a r t i c u l a r l y  v u l n e r a b l e  t o  the  i m p e r s o n a l ,  
m e c h a n i c a l  and r e d u c t i o n i s t  p r a c t i c e s  r e g a r d e d  by many 
c r i t i c s  as the o r i g i n s  o f  p a t i e n t  d i s s a t i s f a c t i o n .  The  
c l i n i c s  dea l  w i t h  v e r y  l a r g e  numbers o f  p a t i e n t s  and,  i t  
has been m a i n t a i n e d  < D H S S , 1 9 8 5 ) ,  the  c l i n i c  f a c i l i t i e s  and  
s t a f f i n g  a re  i na d e q u a t e  t o  cope w i t h  the  r e c e n t  i n c r e a s e  in 
c a s e s .  C e r t a i n l y  the w a i t i n g  a r e a s  o f  the two c l i n i c s  
(male  and f e m a l e )  in t h i s  s t u d y  were  o b s er v e d  t o  be 
c o n s t a n t l y  f u l l  a t  the t i me  t he  s u r v e y s  r e p o r t e d  h e r e  were  
c o n d u c t e d .  The male  c l i n i c  in p a r t i c u l a r  r a r e l y  c o n t a i n e d  
f e we r  than ten or  t w e l v e  p a t i e n t s  t h r o u g h o u t  a l ong day o f  
c l i n i c s ,  c a r r i e d  ou t  by ' s h i f t s '  o f  d o c t o r s .  I n  a t y p i c a l  
c o n s u l t a t i o n ,  the d o c t o r  t a k e s  d e t a i l s  o f  the p r e s e n t i n g  
symptoms,  and o f  o t h e r  i n f o r m a t i o n  r e l e v a n t  t o  the  
d i a g n o s i s ,  such as g e ne r a l  h e a l t h ,  the  t i m i n g  o f  symptoms  
in r e l a t i o n  t o  sexua l  a c t i v i t y ,  and t ype  o f  c o n t r a c e p t i o n  
used.  G e n e r a l l y  a l o c a l  e x a m i n a t i o n  i s  n e c e s s a r y ,  and  
spec imens a re  taken f o r  l o c a l  m i c r o s c o p y  and c u l t u r e s .  I f  
the p a t i e n t  i s  p r e s c r i b e d  a m e d i c a t i o n ,  most o f t e n  an 
a n t i b i o t i c ,  a f o l l o w  up v i s i t  i s  a r r a n g e d  f o r  a week or  so 
a f t e r  the p a t i e n t  has c o m p l e t e d  the t r e a t m e n t .  The 
pr ob l ems  p r e s e n t e d  r e q u i r e  r e l a t i v e l y  s i m p l e  and r o u t i n e  
management  in many c a s e s .  The most  common f orm o f  
management i s  the  p r e s c r i p t i o n  o f  a s i m p l e  course  o f  
a n t i b i o t i c s .  A t t e n t i o n  t o  ' t h e  whol e  p e r s o n '  need not  be 
c o n s i d e r e d  as e s s e n t i a l  t o  the  d i a g n o s t i c  or  t h e r a p e u t i c
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t a s k s  as i s  the case in many o t h e r  b r a n c h e s  o f  m e d i c i n e .
The r o u t  i n i  s a t  ion o f  such p r o c e d u r e s  i s  a f a m i l i a r  
s o c i o l o g i c a l  o b s e r v a t i o n  in o t h e r  c l i n i c a l  c o n t e x t s  
( B l o o r , 1 9 7 6 ;  S t r o n g , 1 9 7 9 ) .
I n  so f a r  as t h e y  i n v o l v e  s i n g l e  a e t i o l o g i c a l  
e x p l a n a t i o n s  ( i n f e c t i o u s  o r g a n i s m s )  and s i m p l e  t r e a t m e n t s  
( t h e  a n t i b i o t i c s )  t h a t  a r e  o f t e n  q u i t e  e f f e c t i v e  
s y m p t o m a t i c a l l y ,  the s e x u a l l y  t r a n s m i t t e d  d i s e a s e s  most  
c l o s e l y  r e se mb l e  the k i n d s  o f  h e a l t h  p r ob l ems  t h a t  a r e  
o f t e n  seen as the source  o f  m e d i c a l  r e d u c t  ion ism.  B e r l i n e r  
and Salmon v i e w  many o f  the  f a i l u r e s  o f  modern m e d i c i n e  in 
i t s  r e l a t i o n s  w i t h  p a t i e n t s  as  d e r i v i n g  u l t i m a t e l y  f r o m the  
i n i t i a l  successes  o f  ' g e r m t h e o r y  and s p e c i f i c  e t i o l o g y '  
( B e r l i n e r  and Salmon,  1 9 8 0 : 1 3 6 ) .  I n  c l i n i c a l  t e r ms ,  STD 
c l i n i c s  r e p r e s e n t  the c o n t i n u a t i o n  o f  t h i s  f o r m of  
m e d i c i n e .  Y e t  t h e r e  a r e  f a c t o r s  in the  p r a c t i c e  o f  
g e n i t o - u r i n a r y  m e d ic i n e  t h a t  m i l i t a t e  a g a i n s t  too  
m e ch a n i ca l  or  r e d u c t i o n i s t  an a p p r o a c h .  In  the  f i r s t  
p l a c e ,  a l a r g e  p a r t  o f  the p u b l i c  h e a l t h  r e s p o n s i b i l i t y  o f  
such c l i n i c s  i s  the i d e n t i f i c a t i o n  and t r e a t m e n t  o f  
c o n t a c t s  o f  p a t i e n t s  t hr ough  ' c o n t a c t  t r a c i n g '  or  ' h e a l t h  
a d v i s i n g '  as i t  i s  becoming known.  Such i n t e r v e n t i o n s  
i n v o l v e  an i n t r u s i o n  i n t o  p a t i e n t s '  p r i v a c y  t h a t  p a t i e n t s  
may r e f u s e  t o  a c c e p t .  Thus good r e l a t i o n s  w i t h  p a t i e n t s  
are  e s s e n t i a l  t o  the c o n t i n u a t i o n  o f  such w or k .  I t  i s  a l s o  
s i g n i f i c a n t  t h a t  male homosexua l s  a t t e n d  c e r t a i n  o f  the  
London c l i n i c s  more o f t e n  than o t h e r  c l i n i c s  ( B e l s e y  and  
A d l e r , 1 9 7 8 a ;  S a t i n  and Mi 1 1 s , 1 9 7 8 ) .  The r i s e  o f  AIDS as a 
maj or  h e a l t h  t h r e a t  in t h i s  group has i n c r e a s e d  the
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d i s t r e s s  e x p e r i e n c e d  by t h i s  group p a r t i c u l a r l y  and has
r e s u l t e d  in enormous i n c r e a s e s  in the  amounts o f
c o u n s e l l i n g  and r e a s s u r a n c e  r e q u i r e d  in the  cour se  o f
r o u t i n e  p r i m a r y  c ar e  in the London c l i n i c s  ( M i l l e r  and
G r e e n , 198 5 ;  Sonnex e t  a l . , 1 9 8 7 ) .  T h i r d l y  and more
g e n e r a l l y ,  the s p e c i a l t y  i s  c o n c e r n e d  t o  change i t s  own
i d e n t i t y  f r om t h a t  o f  a s t i g m a t i s e d  and s e p a r a t e  p u b l i c
h e a l t h  s e r v i c e ,  d e a l i n g  s o l e l y  w i t h  s e x u a l l y  t r a n s m i t t e d
i n f e c t i o n s ,  t o  t h a t  o f  a f u l l y  f l e d g e d  s c i e n t i f i c  m e d i c a l
d i s c i p l i n e ,  d e a l i n g  w i t h  ' o r d i n a r y  p e o p l e ' .  Thus A d l e r
( 1 9 8 5 )  s t a k e s  a c l a i m  f o r  g e n i t o - u r i n a r y  m e d i c i n e  a s :
' a s p e c i a l t y  in i t s  own r i g h t ,  o f f e r i n g  t o t a l  c a r e  t o  
p e o p l e  w i t h  a wide  v a r i e t y  o f  c o n d i t i o n s .  The 
i n c r e a s e d  b r e a d t h  o f  the  s p e c i a l t y ,  and the knowledge  
t h a t  many p a t i e n t s  seen in c l i n i c s  do not  have a 
s e x u a l l y  t r a n s m i t t e d  d i s e a s e ,  have h e l p e d  t o  r educe  
the  s t i g m a  a t t a c h e d  t o  c l i n i c s '  ( A d l e r , 1 9 8 5 : 3 )
Thus  a g a i n s t  the p r e s s u r e s  t o  r o u t i n i s a t i o n ,  t h e r e  
may be d e t e c t e d  c o u n t e r v e i l i n g  f o r c e s  t o  o f f e r  ' t o t a l '  or  
h o l i s t i c  c a r e .  Such p r e s s u r e s  t o  r a i s e  the s p e c i a l t y  in 
these t e r ms  a r e  c e r t a i n l y  r e f l e c t e d  in the  growi ng  
a t t e n t i o n ,  in academic g e n i t o - u r i n a r y  m e d i c i n e ,  t o  b r o a d e r  
a s p e c t s  o f  c l i n i c a l  p r a c t i c e .  E v i d e n c e  has r e c e n t l y  grown 
of  the  psychosexua l  p rob l ems t o  be f o u n d  in p a t i e n t s  
a t t e n d i n g  c l i n i c s  ( S l a t f o r d  and C u r r i e , 1 9 8 4 ) ,  o f  the  
p s y c h o s o c i a l  impact  d i s o r d e r s  such as h e p a t i t i s  have (Lok  
e t  a l . , 1 9 8 5 )  and of  the i n f l u e n c e  p s y c h o s o c i a l  f a c t o r s  may 
have in i l l n e s s  b e h av i o u r  and h e l p  s e e k i n g  ( H a r r i s o n , 1 9 8 2 ) .
G e n i t o - u r i n a r y  m e d i c i n e  d e p a r t m e n t s  or  STD c l i n i c s  
are t h e r e f o r e  i m po r t a n t  p r o v i d e r s  o f  p r i m a r y  c a r e  in an 
a r e a  o f  h e a l t h  c a r e  in which  p r o b l e m s  a re  i n c r e a s i n g .  Thus
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i t  i s  s u r p r i s i n g  t h a t  so l i t t l e  a t t e n t i o n  has been g i v e n  t o  
p a t i e n t s '  v i e w s  in r e l a t i o n  t o  such c l i n i c s .  A few s t u d i e s  
have exa mi ned  p a t i e n t s  a t t i t u d e s  on s p e c i f i c  a s p e c t s  o f  
such c l i n i c s .  P e r f r e m e n t  and O v e r f i e l d  ( 1 9 7 8 )  exami ned  
p a t i e n t s '  a t t i t u d e s  t o  s t a f f  in a London t e a c h i n g  h o s p i t a l  
STD c l i n i c .  The m a j o r i t y  o f  p a t i e n t s  were  r e p o r t e d  as  
f i n d i n g  s t a f f  ' r e a s s u r i n g ,  c a p a b l e  and f r i e n d l y ' .  One o f  
the more s p e c i f i c  i t e ms  o f  the  s t u d y  however  showed t h a t  
74% w a n t e d  more i n f o r m a t i o n  about  STDs.  Balsdon e t  a l .  
( 1 9 7 8 )  exami ned  p a t i e n t s '  v i e ws  p r i m a r i l y  about  w a i t i n g  
rooms,  p r i v a c y  and the  a c c e s s i b i l i t y  o f  an STD c l i n i c  in 
Sout hampt on .  A g a i n ,  w h i l s t  p a t i e n t s '  r e s p o n s e s  were  
f a v o u r a b l e ,  t h i s  s t u d y  s u p p o r t e d  the  p r e v i o u s l y  c i t e d  
i n v e s t i g a t i o n  in showing t h a t  s e v e n t y  n i n e  per  c e n t  o f  
p a t i e n t s  w a n t e d  more r e a d i n g  m a t t e r  about  STDs.  Such 
i n v e s t i g a t i o n s  a r e  c o n s i s t e n t  w i t h  t he  f i n d i n g s  o f  o t h e r  
p a t i e n t  s a t i s f a c t i o n  r e s e a r c h  in u n d e r l i n i n g  the  s a l i e n c e  
of  p r o b l e m s  o f  i n f o r m a t i o n  g i v i n g  in h e a l t h  c a r e .
An o p p o r t u n i t y  t o  i n v e s t i g a t e  p a t i e n t  s a t i s f a c t i o n  
in r e l a t i o n  t o  such c l i n i c s  a r ose  as p a r t  of  a s e r i e s  o f  
s t u d i e s  i n v o l v i n g  the a u t h o r  and two p s y c h i a t r i s t s  -  D a v i d  
F r o s t  and George I k k o s  -  in an e x a m i n a t i o n  of  the e x t e n t  
and n a t u r e  o f  p s y c h o l o g i c a l  d i s t u r b a n c e  in STD c l i n i c  
a t t e n d e r s  and the i n f l u e n c e  such d i s t u r b a n c e  may have upon 
management ( F r o s t , 1985;  F i t z p a t r i c k  e t  a l . ,  1985;  1986 ;
1987;  I k k o s  e t  a l . ,  1 9 8 6 ) .
As has been i n d i c a t e d ,  the  r e c o g n i t i o n  t h a t  
p s y c h o s o c i a l  f a c t o r s  p l a y  an i m p o r t a n t  p a r t  in e x p l a i n i n g
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p a t t e r n s  o f  STD i n f e c t i o n  has grown ( R o s s ,  1 9 8 4 ) .  For  
exa mpl e ,  p s y c h o l o g i c a l  d i s t r e s s  has been i m p l i c a t e d  in the  
r e c c u r e n c e  r a t e  o f  c e r t a i n  d i s o r d e r s  ( G o l d m e i e r  and 
Johnson,  1 982 )  and i t  has been s u g g e s t e d  t h a t  i t  can have  
an i m p o r t a n t  i n f l u e n c e  on the  outcomes o f  t r e a t m e n t  
programmes ( C a t a l a n  e t  a l . ,  1 9 8 1 ) .  Thus s p e c i a l i s t  
p s y c h o l o g i c a l  s e r v i c e s  a re  i n c r e a s i n g l y  a d v o c a t e d  as  
e s s e n t i a l  p a r t s  o f  p r i m a r y  p r o v i s i o n  in such c l i n i c s  
( B h a n j i  and Mahony , 1 9 7 8 ) .
P r e v i o u s  s u r v e y s  have s ug g e s t e d  t h a t  p s y c h o l o g i c a l  
d i s t u r b a n c e  i s  common in p a t i e n t s  a t t e n d i n g  c l i n i c s  f o r  STD 
(Pedder  and G o l d b e r g ,  1970;  M a y o u , 1 9 7 5 ) .  The 
i n t e r p r e t a t i o n  o f  such m o r b i d i t y  has been l i m i t e d ,  h o w e ve r ,  
because o f  the  r e l i a n c e  o f  most s t u d i e s  upon the  
i n v e s t i g a t i o n  o f  the smal l  p r o p o r t i o n  o f  p a t i e n t s  ( < 1% ) 
who a r e  r e f e r r e d  on t o  p s y c h i a t r i s t s  ( F r o s t ,  1 9 8 5 ) .  A f ew  
s t u d i e s  have examined the p s y c h i a t r i c  m o r b i d i t y  amongst  a l l  
a t t e n d e r s .  Thus C a t a l a n  and c o l l e a g u e s  ( 1 9 8 1 )  examined the  
r o l e  t h a t  s exua l  d y s f u n c t i o n  may p l a y  in the  o r i g i n s  o f  
p s y c h o l o g i c a l  d i s t u r b a n c e .  However the  n a t u r e  o f  
p y c h o l o g i c a l  d i s t r e s s  in STD c l i n i c s  has g e n e r a l l y  r e m a i n e d  
unexamined.  F u r t h e r m o r e ,  e s s e n t i a l  t o  the  d i s c u s s i o n  o f  
the p o t e n t i a l  r o l e  o f  p s y c h o l o g i c a l  s e r v i c e s  or  c o u n s e l l i n g  
i s  the e v i d e n c e  t h a t  d o c t o r s  may not  be v e r y  a c c u r a t e  in 
t h e i r  p s y c h o l o g i c a l  assessment  o f  p a t i e n t s  in such c l i n i c s  
( C a t a l a n  e t  a l . ,  1 9 8 1 ) .
I n  o r d e r  t o  i n v e s t i g a t e  these  i s s u e s ,  t h r e e  s u r v e y s  
were u n d e r t a k e n  whi ch  exami ned a s p e c t s  o f  p s y c h o l o g i c a l
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d i s t u r b a n c e  in STD c l i n i c s .  I n  the  f i r s t  s u r v e y  ( F r o s t ,
1 9 8 5 ) ,  100 c o n s e c u t i v e  p a t i e n t s ,  r e f e r r e d  f o r  s p e c i a l i s t
p s y c h i a t r i c  s e r v i c e s ,  were a s s e s s e d .  P a t i e n t s  w i t h  t h r e e
b r o a d l y  d i f f e r e n t  t y p e s  o f  p r ob l ems  were  d i s t i n g u i s h e d  as a
r e s u l t  o f  the  s t u d y :  ( 1 )  s o m a t i c  c o m p l a i n t s ,  ( 2 )  sexua l
d i f f i c u l t i e s  and d y s f u n c t i o n s  and ( 3 )  p r i m a r y  p s y c h i a t r i c
d i s o r d e r s  such as d e p r e s s i o n .  The f i r s t  group c o m p l a i n e d
of  v a r i o u s  c o n ce r n s  and w o r r i e s  in r e l a t i o n  t o  s omat ic
symptoms f o r  whi ch  the  STD c l i n i c  s t a f f  c o u l d  f i n d  no
s i g n i f i c a n t  o r g a n i c  b a s i s .  I n  many o f  the p a t i e n t s  in t h i s
g r o u p ,  F r o s t  i d e n t i f i e d  c l i n i c a l  e v i d e n c e  o f  ' m o r b i d  b o d i l y
c o n c e r n '  ( 1 9 8 5 : 1 3 5 )  i n v o l v i n g  p r e o c c u p a t i o n s  w i t h  d i s e a s e
t h a t  c o u l d  no t  be r e a s s u r e d  by n e g a t i v e  f i n d i n g s .  He a l s o
d i s c u s s e s  the  con ce p t  o f  ' abnor ma l  i l l n e s s  b e h a v i o u r ' i n
r e l a t i o n  t o  t h i s  f i r s t  g r oup;
' T h e  most  o b v i o u s  f e a t u r e s  o f  c o n s u l t a t i o n  b e h a v i o u r  
were  d i s s a t i s f a c t i o n  and h o s t i l i t y .  T h r ee  p a t i e n t s  
were  o p e n l y  h o s t i l e  in t a l k i n g  about  t h e i r  t r e a t m e n t  
by the  p h y s i c i a n s ,  but  many more were c l e a r l y  
d i s s a t i s f i e d  w i t h  the c l i n i c . '  ( F r o s t , 1 9 8 5 : 1 3 5 ) .
He o b s e r v e d  t h a t  in many c as e s  i t  was d i f f i c u l t  t o  
d e c i d e  c l i n i c a l l y  w h e t h e r  such ' abnor ma l  i l l n e s s  b e h a v i o u r '  
was due t o  a p r i m a r y  p s y c h i a t r i c  d i s o r d e r  or  was ' a n  
u n d e r s t a n d a b l e  r e a c t i o n  t o  u n e x p l a i n e d  p h y s i c a l  symptoms'  
( F r o s t ,  1 9 8 5 : 1 3 5 ) .  F r o s t ' s  comments on the  a s s o c i a t i o n  o f  
p s y c h o l o g i c a l  d i s t u r b a n c e  and d i s s a t i s f a c t i o n  w i t h  me d i c a l  
t r e a t m e n t  were  based on a s e l e c t e d  sample r e f e r r e d  t o  
p s y c h i a t r i s t s  but  t h e y  provoke  a q u e s t i o n  a l s o  s u g g e s t e d  by 
the a s s o c i a t i o n  o f  PSE s c o r e s  and d i s s a t i s f a c t i o n  in the  
n e u r o l o g i c a l  c l i n i c  s t u d y  d i s c u s s e d  e a r l i e r  in the t h e s i s ,  
namel y ,  what  i s  the  n a t u r e  o f  the r e l a t i o n s h i p  between  
p s y c h o l o g i c a l  d i s t u r b a n c e  and p a t i e n t  s a t i s f a c t i o n  amongst
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a more r e p r e s e n t a t i v e  sample o f  a t t e n d e r s  o f  an STD c l i n i c .
The r e m a i n i n g  two s u r v e y s  f o c u s e d  upon samples  o f  
u n s e l e c t e d  p a t i e n t s  a t t e n d i n g  the  STD c l i n i c ,  r a t h e r  than  
r e f e r r a l s  t o  p s y c h i a t r y .  The r e s u l t s  o f  the  second s u r v e y  
( F i t z p a t r i c k  e t  a l . , 1 9 8 5 ;  1 9 8 6 ) ,  o f  381 new p a t i e n t s  
a t t e n d i n g  the  STD c l i n i c ,  i n d i c a t e d  t h a t  43% o f  p a t i e n t s  
had s c o r e s  on a p s y c h i a t r i c  s c r e e n i n g  s ch e d u l e  -  the  
Genera l  H e a l t h  Q u e s t i o n n a i r e ,  ( G o l d b e r g ,  1970 )  -  t h a t  
i n d i c a t e d  p o s s i b l e  p s y c h i a t r i c  i l l n e s s .  O t h e r  e v i d e n c e  
however  was used t o  a rgue  t h a t  much o f  t h i s  p s y c h i a t r i c  
m o r b i d i t y  was l e s s  s e v e r e  and d i f f e r e n t  in c h a r a c t e r  f r om  
the k i n d s  o f  i l l n e s s e s  n o r m a l l y  seen by p s y c h i a t r i s t s  and  
m i ght  be u n d e r s t o o d  as d i s t r e s s  a r i s i n g  f r om the meani ng t o  
the p a t i e n t  o f  the  p r e s e n t e d  STD p r o b l e m .  The c oncept  o f  
i l l n e s s  c oncer n  was used in t h i s  second s u r v e y  and c on c e r n s  
about  s e r i o u s  i l l n e s s  and about  the s o c i a l  i m p l i c a t i o n s  o f  
i l l n e s s  were  f o u n d  t o  be e x t r e m e l y  w i d e s p r e a d  and t o  be 
s i g n i f i c a n t l y  a s s o c i a t e d  w i t h  p s y c h o l o g i c a l  d i s t u r b a n c e .
A t h i r d  q u e s t i o n n a i r e  -  based s u r v e y  o f  o u t p a t i e n t s  
a t t e n d i n g  the  STD c l i n i c  was c on d u c t e d .  The purpose o f  the  
t h i r d  s u r v e y  ( w h i c h  i s  the  f o c u s  o f  t h i s  s e c t i o n  o f  the  
t h e s i s )  was t o  examine f u r t h e r  f o u r  r e l a t e d  and o v e r l a p p i n g  
i s s u e s :  ( i )  the  n a t u r e  and r ange  o f  i l l n e s s  c on ce r ns  in an 
STD c l i n i c ;  ( i i )  the a s s o c i a t i o n  between i l l n e s s  c on ce r n s  
and p s y c h o l o g i c a l  d i s t u r b a n c e ;  ( i i i )  p a t i e n t  s a t i s f a c t i o n  
w i t h  an STD c l i n i c  and ( i v )  the  a s s o c i a t i o n  between  
p s y c h o l o g i c a l  d i s t u r b a n c e ,  i l l n e s s  c on c e r n s  and p a t i e n t
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d i s s a t i s f a c t i o n .  The f o u r t h  a im w o u l d  a l s o  e n a b l e  an 
e x a m i n a t i o n  o f  the  r o l e  of  a f f e c t i v e  f a c t o r s  in p a t i e n t  
s a t i s f a c t i o n  as p r e s e n t e d  in Ben S i r a ' s  w o r k .
The s e l e c t i o n  o f  i n s t r u m e n t s
I n s t r u m e n t s  were s e l e c t e d  t h a t  wou l d  be a p p r o p r i a t e  
to t hese  v a r i o u s  a i m s .  B e f o r e  d e s c r i b i n g  the  i n s t r u m e n t s  
and methods o f  t h i s  t h i r d  s u r v e y  in more d e t a i l ,  the  
c o n s i d e r a t i o n s  i n v o l v e d  in s e l e c t i n g  i n s t r u m e n t s  need t o  be 
o u t l i n e d .  F i r s t l y ,  an i n s t r u m e n t  was needed t h a t  wou l d  
assess  p s y c h o l o g i c a l  d i s t u r b a n c e  in a q u e s t i o n n a i r e  f o r m a t .
A c o n s i d e r a b l e  number of  such i n s t r u m e n t s  e x i s t .  H o w ev e r , 
as i s  o u t l i n e d  in the methods s e c t i o n ,  the  Genera l  H e a l t h  
Q u e s t i o n n a i r e  has been w i d e l y  exami ned  w i t h  r e g a r d s  
r e l i a b i l i t y  and v a l i d i t y ,  and had p r o v ed  t o  be a c c e p t a b l e  
to s u b j e c t s  and easy  t o  compl e t e  in the  p r e v i o u s  ( s e co n d )
STD c l i n i c  s u r v e y .  W i th  r e g a r d s  t o  i l l n e s s  c o n c e r n s ,  the  
concept  has not  r e c e i v e d  e x t e n s i v e  a t t e n t i o n  and v a l i d a t e d  
i n s t r u m e n t s  were  not  a v a i l a b l e .  M o r e o v e r ,  an i n s t r u m e n t  
was needed t h a t  w ou l d  be o f  r e l e v a n c e  t o  the  range  o f  
medica l  p r o b l ems  p r e s e n t e d  t o  a STD c l i n i c .  Thus i t  p r o v e d  
n e ce s s a r y  t o  d e v e l o p  an i n s t r u m e n t  t o  examine a range o f  
concer ns  t h a t  m i g h t  be e x p e r i e n c e d  in r e l a t i o n  to  the  
p r e s e n t i n g  p r o b l e m .  Such an i n s t r u m e n t  wou l d  a l s o  be 
u s ef u l  in p r o v i d i n g  a measure o f  concer n  about  h e a l t h  
a p p r o p r i a t e  t o  e x a m i n i n g  Ben S i r a ' s  m o d e l .  As was a rgued  
above ,  in h i s  t h e o r e t i c a l  d i s c u s s i o n ,  Ben S i r a  v iewed  
concern about  h e a l t h  as a p r o d u c t  o f  s p e c i f i c  ' s u b j e c t i v e  
e v a l u a t i o n  o f  d i s t u r b a n c e '  a t  the t i me  o f  c o n s u l t i n g  (Ben
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S i r a ,  1 9 8 0 : 1 7 1 ) .  T h i s  s ug g e s t s  t h a t  the  model  i s  c on ce r ne d  
w i t h  the p a t i e n t ' s  a p p r a i s a l s  o f  the s e r i o u s n e s s  o f  the  
p r e s e n t i n g  p r o b l e m .  Thus q u e s t i o n s  were  needed t h a t  asked  
p a t i e n t s  d i r e c t l y  t o  assess  t h e i r  c on ce r n  about  the  
p r e s e n t i n g  p r o b l e m .  On the o t h e r  hand ,  i t  was a l s o  c l e a r  
t h a t  Ben S i r a ' s  a p p r oa c h ,  in p r a c t i c e ,  was t o  t r e a t  c oncer n  
about  h e a l t h  as a more s t a b l e ,  g e n e r a l i s e d  o r i e n t a t i o n  t o  
h e a l t h ,  r a t h e r  than an a p p r a i s a l  o f  s p e c i f i c  h e a l t h  
p r o b l e m s .  For  t h i s  p u r po s e ,  a measure o f  c once r n  about  
h e a l t h  in g e n e r a l  was needed.  As i s  i n d i c a t e d  in the  
methods s e c t i o n  b e l o w ,  the I l l n e s s  B e h a v i o u r  Q u e s t i o n n a i r e  
( I BQ)  i s  d e s i g n e d  t o  assess  in some c o n s i d e r a b l e  d e t a i l  
j u s t  such a s p e c t s  o f  p a t i e n t s '  e x p e r i e n c e .  As an 
i n s t r u m e n t  g e n e r a l l y  t o  e x p l o r e  the r e l a t i o n s h i p  between  
p s y c h o l o g i c a l  d i s t u r b a n c e ,  i l l n e s s  c o n c e r n s  and p a t i e n t  
s a t i s f a c t i o n ,  the  IBQ has the m e r i t  o f  c o n t a i n i n g  a number  
of  d i s t i n c t  s u b - s c a l e s  t h a t  m i g h t  c o n t r i b u t e  t o  e x p l o r i n g  
the r e l a t i o n s h i p  between d i s t u r b a n c e  and d i s s a t i s f a c t i o n .  
S econdl y  one s c a l e  o f  the IBQ ( D i s e a s e  C o n v i c t i o n )  was  
s p e c i f i c a l l y  d e v e l o p e d  t o  e x p l o r e  a s p e c t s  o f  p r o b l e m a t i c  
r e l a t i o n s h i p s  between the d o c t o r  and the  p a t i e n t  such as  
the r e j e c t i o n  o f  the  d o c t o r ' s  r e a s s u r a n c e .  W i t h  r e g a r d  t o  
the e x a m i n a t i o n  o f  Ben S i r a ' s  mo d e l ,  IBQ s c o r e s  a re  used t o  
measure a c e n t r a l  concept  in Ben S i r a ' s  model  -  concern  
about  h e a l t h .  Ben S i r a  measured t h i s  c o n c e p t  by means o f  a 
s i n g l e  q u e s t i o n  ( To  what  e x t e n t  a re  you w o r r i e d  about  the  
s t a t e  o f  yo u r  h e a l t h ? ) .  The r e l i a b i l i t y  o f  the i t em i s  no t  
known and t he  d i s t r i b u t i o n  o f  the r e s po n s e s  t o  the i t em in 
Ben S i r a ' s  s u r v e y  pr oved  t o  be so skewed t h a t  the f i v e  
o r i g i n a l  r e sp o n s e  c a t e g o r i e s  were r e du c e d  t o  t h r e e  in a l l
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a n a l y s e s  (Ben S i r a ,  1 9 8 0 : 1 7 9 ) .  The measurement  o f  c oncer n
about  h e a l t h  by means o f  the IBQ used in the  STD c l i n i c
s t u d y  has t he  a d v a n t a g e  over  Ben S i r a ' s  s i n g l e  q u e s t i o n
about  h e a l t h  con ce r n  t h a t  e f f o r t  has gone i n t o  e s t a b l i s h i n g
the r e l i a b i l i t y  and v a l i d i t y  o f  the  i n s t r u m e n t .  M o r e o v e r ,
t h e r e  a r e  a d v a n t a g e s  in u s i n g  a s c a l e  o v e r  a s i n g l e  i t e m ,
p r o v i d e d  t h a t  the  i tems  o f  a s c a l e  measure  a u n i t a r y
phenomenon.  The r e l i a b i l i t y  o f  measurement  may be
i n c r e a s e d ,  as the  use o f  more i tems  r e d u c e s  random e r r o r .
I t  may a l s o  a l l o w  more p r e c i s i o n  in measurement  ( S e l l t i z  e t
a l . ,  1 9 6 5 : 1 8 2 ;  H i r s c h i  and S e l v i n ,  1 9 7 3 : 2 0 7 ;  de Vaus ,
1 9 8 6 : 8 4 ) .  De Vaus a rg u e s  f o r  the m e r i t s  o f  s c a l e s  w i t h
m u l t i p l e  i t e m s  :
' T h e  way in whi ch  a q u e s t i o n  i s  worded  can a f f e c t  
s u b s t a n t i a l l y  the way p eop l e  answer  i t .  I f  we r e l y  on 
o n l y  one q u e s t i o n  p e o p l e ' s  answers  c o u l d  be l a r g e l y  a 
f u n c t i o n  o f  the w o r d i n g  o f  the q u e s t i o n .  Us i ng  a 
number o f  q u e s t i o n s  s ho u l d  m i n i m i s e  the  e f f e c t  o f  one 
whi ch  i s  b a d l y  w o r d e d . '  (de V a u s , 1 9 8 6 : 8 4 )
D e s p i t e  the  amount o f  a t t e n t i o n  g i v e n  t o  p a t i e n t  
s a t i s f a c t i o n ,  t h e r e  a r e  no e s t a b l i s h e d  and w i d e l y  used  
i n s t r u m e n t s .  I n v e s t i g a t o r s  have t ended  t o  d e v e l o p  
i n s t r u m e n t s  f o r  use in t h e i r  s p e c i f i c  f i e l d  o f  e n q u i r y  
r a t h e r  than use e x i s t i n g  q u e s t i o n n a i r e s .  T h i s  may p a r t l y  
r e f l e c t  the  p r ob l e m s  o f  f i n d i n g  q u e s t i o n s  t h a t  a re  
a p p r o p r i a t e  t o  a v a r i e t y  o f  med ica l  s e t t i n g s  and h e a l t h  
care  t r e a t m e n t s .  I t  was a r gued  in the  p r e v i o u s  c h a p t e r  
t h a t ,  in many r e s p e c t s ,  the q u e s t i o n n a i r e  i t e ms  used by Ben 
S i r a  were  i n a p p r o p r i a t e  f o r  t e s t i n g  h i s  t h e o r e t i c a l  m o d e l .
An i n s t r u m e n t  was i d e n t i f i e d  t h a t  d i d  ap p ea r  a p p l i c a b l e  t o  
the STD c l i n i c  -  a p a t i e n t  s a t i s f a c t i o n  q u e s t i o n n a i r e  
deve l op e d  by L i n n  and G r e e n f i e l d  ( 1 9 8 2 )  and d e s c r i b e d  be l ow
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in the methods  s e c t i o n .  I t  had s e v e r a l  s p e c i f i c  m e r i t s  
which made i t  a p p r o p r i a t e  f o r  use in the  STD c l i n i c .
F i r s t l y  the  i n s t r u m e n t  f o c us ed  on a t t i t u d e s  t o  a s p e c i f i c  
c o n s u l t a t i o n  or  r e l a t e d  s e r i e s  o f  c o n s u l t a t i o n s  in r e l a t i o n  
t o  a s i n g l e  i l l n e s s  e p i s o d e .  S ec o n d l y  the  i n s t r u m e n t  
c l e a r l y  and e x p l i c i t l y  d i s t i n g u i s h e s  between two a s p e c t s  o f  
the t e c h n i c a l  a s p e c t s  o f  c a r e  -  competence and e f f i c a c y  -  
t h a t  p r e v i o u s  r e s e a r c h  in the n e u r o l o g i c a l  c l i n i c  had 
s ug g e s t e d  needed t o  be measured s e p e r a t e l y .  T h i r d l y  the  
i n s t r u m e n t  p r o v i d e s  s c a l e  s c o r es  f o r  the  t h r e e  d i men s i on s  
of  s a t i s f a c t i o n  measured -  a r t  o f  c a r e ,  t e c h n i c a l  
competence and e f f i c a c y  o f  c a r e .  As was a r g u e d  f o r  the  
measurement  o f  c on ce r n  about  h e a l t h ,  one may i n c r e a s e  the  
r e l i a b i l i t y  o f  measures  by the use o f  a s c a l e  o f  s e v e r a l  
i t ems r a t h e r  than a s i n g l e  i t e m .  F i n a l l y  f r e q u e n c i e s  o f  
r esp o n s e s  t o  the  i t e ms  o f  L i nn  and G r e e n f i e l d ' s  
q u e s t i o n a i r e  a r e  a v a i l a b l e  f o r  compar i son  f r om o t h e r  
medica l  p o p u l a t i o n s ,  whereas  t h i s  b a s i c  d a t a  i s  not  
a v a i l a b l e  f o r  the  i t e ms  o f  Ben S i r a ' s  q u e s t i o n n a i r e .
For  c o n v e rs e  r e a s o n s ,  the i t e ms  used by Ben S i r a  
were no t  a p p r o p r i a t e  t o  examine s a t i s f a c t i o n  in t h i s  
c l i n i c .  Most  i m p o r t a n t l y ,  as has a l r e a d y  been s t r e s s e d ,  
the t i me  r e f e r e n c e  o f  d i f f e r e n t  i tems  v a r i e s .  Ben S i r a ' s  
i tems a re  not  based on a c o n ce p t u a l  d i s t i n c t i o n  between  
d i men s i on s  c o n s i d e r e d  t o  be i m p o r t a n t  t o  d i s t i n g u i s h  -  
competence and e f f i c a c y .  More s p e c i f i c a l l y  t h e r e  were  
p a r t i c u l a r  p r ob l ems  in the w o r d i n g  o f  q u e s t i o n n a i r e  i t ems  
in Ben S i r a ' s  s t u d y .  Thus some i tems  were  based on the  
f a c t  t h a t  p a t i e n t s  were  e v a l u a t i n g  p r i m a r y  c a r e  d o c t o r s  so
Page 247
t h a t  I tems  r e f e r r e d  t o  ' y o u r  d o c t o r ' ,  w h e re a s  in the STD 
c l i n i c  i t  c o u l d  not  be assumed t h a t  p a t i e n t s  wou l d  
r e g u l a r l y  see the  same d o c t o r  i f  t h e y  r e a t t e n d e d .
As was a r g u e d  in the p r e v i o u s  c h a p t e r ,  Ben S i r a ' s  
c on c e p t u a l  t r e a t m e n t  o f  p a t i e n t  s a t i s f a c t i o n  i s  somet imes  
u n c l e a r  and in need o f  c l a r i f i c a t i o n .  In  a d d i t i o n ,  h i s  
e m p i r i c a l  e x a m i n a t i o n  o f  the model a l s o  s u f f e r e d  f rom  
f undament a l  l i m i t a t i o n s .  Thus i n s t r u m e n t s  were  s e l e c t e d  
t h a t  w o u l d ,  in many r e s p e c t s  p r o v i d e  c l e a r e r  and more 
p r e c i s e  measur es  o f  the co n ce p t s  t h a t  m i g h t  be r e g a r d e d  as  
c e n t r a l  t o  Ben S i r a ' s  model o f  p a t i e n t  s a t i s f a c t i o n .
Methods
P a t i e n t s  a t t e n d i n g  the c l i n i c  were  asked  by one of  
the i n v e s t i g a t o r s  t o  compl et e  a q u e s t i o n n a i r e  a f t e r  t h e y  
had booked in t o  the  c l i n i c  f o r  t h e i r  a p p o i n t m e n t  t h a t  day  
but  b e f o r e  t h e y  saw the d o c t o r .  P a t i e n t s  g e n e r a l l y  had 
ample t ime  t o  c o m p l e t e  the q u e s t i o n n a i r e  w h i l e  t h e y  w a i t e d  
f o r  t h e i r  a p p o i n t m e n t ,  in the r e c e p t i o n  a r e a .  I n  t h i s  t i me  
t hey  c o m pl e t e d  the  Genera l  H e a l t h  Q u e s t i o n n a i r e  (GHQ) ,  the  
I l l n e s s  B e h a v i o u r  Q u e s t i o n n a i r e  ( I B Q )  and the I l l n e s s  
Concern Q u e s t i o n n a i r e  ( I CQ)  t o g e t h e r  w i t h  i t e ms  about  
demographic  c h a r a c t e r i s t i c s .  These q u e s t i o n n a i r e s  are  
d e s c r i b e d  in the  n e x t  s e c t i o n .  The l a s t  i tem on the package  
of  q u e s t i o n n a i r e s  asked  p a t i e n t s  I f  t h e y  w o u l d  be p r e p a r e d  
to have a q u e s t i o n n a i r e  sent  to  t h e i r  home t o  ask about  
a s p e c t s  o f  t h e i r  c l i n i c  v i s i t .  I t  was p o i n t e d  ou t  t h a t  the  
l e t t e r  woul d  be in a p l a i n  enve l ope  and the  q u e s t i o n n a i r e
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woul d  not  d i r e c t l y  i d e n t i f y  the  n a t u r e  o f  the  c l i n i c  
a t t e n d e d  or  t h e i r  p a r t i c u l a r  h e a l t h  p r o b l e m .  The  
p e r m i s s i o n  o f  p a t i e n t s  had t o  be sought  in t h i s  way in 
o r d e r  t o  p r o t e c t  f u l l y  the c o n f i d e n t i a l i t y  o f  p a t i e n t s  and  
to  ensure  v o l u n t a r y  p a r t i c i p a t i o n  in the s t u d y .  The 
c o n f i d e n t i a l  r e p u t a t i o n  o f  the  c l i n i c  had t o  be a paramount  
concern  g i v e n  the  n a t u r e  o f  the  h e a l t h  p r ob l ems  p r e s e n t e d  
t h e r e ,  and the  p a r t i c u l a r  need f o r  the  c l i n i c  t o  r e t a i n  a 
f a v o u r a b l e  r e p u t a t i o n  s p e c i f i c a l l y  f o r  such p r e v e n t i v e  
a c t i v i t i e s  as ' c o n t a c t  t r a c i n g ' .  Thus no f u r t h e r  a c t i o n  
was taken  in r e l a t i o n  t o  those p a t i e n t s  who s t a t e d  t h a t  
t hey  d i d  not  w i sh  t o  p a r t i c i p a t e .
D o c t o r s  f i l l e d  out  a b r i e f  q u e s t i o n n a i r e  f o r  each  
p a t i e n t .  T h i s  q u e s t i o n n a i r e  was based on an i n s t r u m e n t  
used in i n v e s t i g a t i o n s  o f  d o c t o r s '  r e c o g n i t i o n  o f  
p s y c h o l o g i c a l  d i s t u r b a n c e  in p r i m a r y  c a r e  by Ma r k s  e t  a l .  
( 1 9 7 9 ) .  D o c t o r s '  c l i n i c a l  j ud g e me n t s  o f  t he  e x t e n t  o f  
p a t i e n t s '  p s y c h o l o g i c a l  d i s t u r b a n c e  were  e l i c i t e d ,  t o g e t h e r  
w i t h  i n f o r m a t i o n  on the p a t i e n t ' s  sexua l  o r i e n t a t i o n  ( wh i ch  
i s  r o u t i n e l y  ask e d  by c l i n i c  d o c t o r s ) .  They were  a l s o  
asked t o  a ss e ss  t he  l e v e l  o f  the p a t i e n t ' s  c oncer n  in 
r e l a t i o n  t o  the p r e s e n t i n g  p r ob l e m .
F i n a l l y  t hose  p a t i e n t s  who had a gr e e d  t o  
p a r t i c i p a t e  f u r t h e r  in the s t u d y  were sen t  in the post  a 
two page P a t i e n t  S a t i s f a c t i o n  Q u e s t i o n n a i r e  ( L i n n  and 
G r e e n f i e l d ,  1982 )  w i t h  a stamped and a d dr es s e d  r e t u r n  
e n v e l o p e .  T h i s  was s e n t  out  one month a f t e r  t h e i r  f i r s t  
q u e s t i o n n a i r e  had been c o m p l e t e d .
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Quest  i o n n a i r e s
( 1 )  The I l l n e s s  B e h a v i o u r  Q u e s t i o n n a i r e .
T h i s  i n s t r u m e n t  was d e v e l o p e d  by P i l o w s k y  and 
Spence as a 62  i tem s e l f  r e p o r t  q u e s t i o n n a i r e  t o  r e c o r d  
' a s p e c t s  o f  i l l n e s s  b e h a v i o u r ,  p a r t i c u l a r l y  those  a t t i t u d e s  
t h a t  s uggest  i n a p p r o p r i a t e  or  m a l a d a p t i v e  modes of  
r e s p o n d i n g  t o  ones s t a t e  o f  h e a l t h '  ( P i l o w s k y  and Spence,  
1 9 8 3 ) .  The i n d i v i d u a l  i t ems  o f  the q u e s t i o n n a i r e  r e q u i r e  
s i m p l e  ' y e s '  or  ' n o '  a nswe r s .  The i t ems  a r e  f ormed i n t o  
seven s c a l e s  ( s e e  A p p e n d i x ) .  An i m p o r t a n t  f e a t u r e  of  the  
i n s t r u m e n t  i s  t h a t  c o n s i d e r a b l e  a t t e n t i o n  has been g i v e n  by 
P i l o w s k y  and Spence t o  i t s  r e l i a b i l i t y  and v a l i d i t y .  
T e s t - r e t e s t  e s t i m a t e s  f o r  the  i n s t r u m e n t ,  w i t h  the r e t e s t  
done between one week and t w e l v e  weeks a f t e r  the  i n i t i a l  
t e s t  were  s a t i s f a c t o r y .  For  o n l y  one o f  t he  seven s c a l e s  
( A f f e c t i v e  I n h i b i t i o n ,  0 . 6 7 )  was the  c o r r e l a t i o n  between  
the two t e s t  s c o r e s  l e s s  than 0 . 7 0  and f o u r  o f  the seven  
s c a l e s  p r oduced  c o r r e l a t i o n s  g r e a t e r  than 0 . 8 0 .  The 
v a l i d i t y  o f  the i n s t r u m e n t  was a ss essed  by a s k i n g  
i n d i v i d u a l s  t o  c om p l e t e  the i n s t r u m e n t  as t h e y  b e l i e v e d  
t h e i r  spouse wou l d  r e sp o n d .  The spouse a l s o  comp l e t e d  the  
q u e s t i o n n a i r e .  C o r r e l a t i o n s  between spouses  were  
s a t i s f a c t o r y  w i t h  a range  f r om 0 . 5 0  t o  0 . 7 8 .  Where p o s s i b l e  
c o n c u r r e n t  v a l i d i t y  has a l s o  been exami ned in terms of  
c o r r e l a t i o n s  w i t h  o t h e r  i n s t r u m e n t s .  D i s c r i m i n a t i v e  
a b i l i t y  has been examined by compar i ng  s c o r e s  o f  ge ne r a l  
h o s p i t a l  p a t i e n t s  w i t h  groups  such as p a t i e n t s  a t t e n d i n g  
p a i n  c l i n i c s  or  p s y c h i a t r i c  c l i n i c s ,  c o n s i d e r e d  on o t h e r
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grounds t o  have abnormal  p e r c e p t i o n s  o f  h e a l t h .
S i g n i f i c a n t  d i f f e r e n c e s  have been f ou n d  in the  p r e d i c t e d  
d i r e c t i o n s .  For  the pur po s e s  o f  t h i s  a n a l y s i s  the  i ssue  o f  
the ' a b n o r m a l i t y '  or  o t h e r w i s e  of  r e s p o n d e n t s  i s  o f  l e s s  
concern  than the  p o s s i b i l i t y  t h a t  the  i n s t r u m e n t  i d e n t i f i e s  
r e l a t i v e l y  s t a b l e  a s p e c t s  o f  h e a l t h  p e r c e p t i o n s .
The 7 s c a l e s  a r e  d e s c r i b e d  by P i l o w s k y  and Spence  
as f o l 1ows:
( 1 )  Gen er a l  H y p o c h o n d r i a s i s .  ' A  g e n e r a l  f a c t o r  marked by  
phobi c  concer n  about  o n e ' s  s t a t e  o f  h e a l t h . '
<2) D i s e a s e  C o n v i c t i o n .  ' C h a r a c t e r i s e d  by a f f i r m a t i o n  t h a t  
p h y s i c a l  d i s e a s e  e x i s t s ,  symptom p r e o c c u p a t i o n ,  and 
r e j e c t i o n  o f  the  d o c t o r ' s  r e a s s u r a n c e . '
( 3 )  P s y c h o l o g i c a l  v s .  s o m a t i c  p e r c e p t i o n  o f  i l l n e s s .  ' A  
high s c o r e  i n d i c a t e s  t h a t  the  p a t i e n t  f e e l s  somehow 
r e s p o n s i b l e  f o r  h i s  i l l n e s s . '
( 4 )  A f f e c t i v e  i n h i b i t i o n .  ' A  h i gh  s co r e  i n d i c a t e s  
d i f f i c u l t y  in e x p r e s s i n g  p e r so n a l  f e e l i n g s ,  e s p e c i a l l y  
n e g a t i v e  ones t o  o t h e r s . '
( 5 )  A f f e c t i v e  d i s t u r b a n c e .  ' C h a r a c t e r i s e d  by f e e l i n g s  o f  
a n x i e t y  and /  or  s a d n e s s . '
( 6 )  D e n i a l .  ' A  h i g h  s co r e  i n d i c a t e s  a t e nd e nc y  t o  deny l i f e  
s t r e s s e s . '
( 7 )  I r r i t a b i l i t y .  ' A s s e s s e s  the p r esence  o f  a n g r y  f e e l i n g s ,  
and i n t e r p e r s o n a l  f r i c t i o n . '  ( P i l o w s k y  and S p e n c e , 1 9 8 3 : 3 ) .
As has been i n d i c a t e d ,  the s c a l e  o f  ' G e n e r a l  
H y p o c h o n d r i a s i s '  i s  o f  p a r t i c u l a r  i mp o r ta nc e  t o  t h i s  s t u d y  
because i t  a s s e s s e s  i n d i v i d u a l s '  l e v e l s  o f  g e n e r a l  or
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s t a b l e  c on ce r ns  about  h e a l t h ,  a f a c t o r  o f  i mp o r ta n ce  in Ben 
S i r a ' s  t h e s i s .  T h i s  s c a l e  pr oduced a v e r y  s a t i s f a c t o r y  
t e s t - r e t e s t  r e l i a b i l i t y  scor e  o f  0 . 8 7  in P i l o w s k y  and  
S p e n c e ' s  s t u d y ,  and may be c o n s i d e r e d  a measure  o f  concern  
about  h e a l t h  t h a t  i s  o f  more e s t a b l i s h e d  r e l i a b i l i t y  than  
Ben S i r a ' s  s i n g l e  i tem measure o f  the c o n c e p t .
The i n t e r n a l  c o n s i s t e n c y  o f  r e p l i e s  in the  STD 
c l i n i c  t o  the seven s c a l e s  o f  the IBQ was exami ned  by means  
of  C r o n b a c h ' s  A l p h a  c o e f f i c i e n t  <C r o n b a c h , 1 9 5 1 ) .  T h i s  
p r o v i d e s  an e x p r e s s i o n  o f  the ave r a ge  r e l i a b i l i t y  o f  i t ems  
f rom a l l  p o s s i b l e  ways o f  s p l i t t i n g  a s c a l e .  The r e s u l t s  
are  shown in T a b l e  12 .  The r e l i a b i l i t y  o f  f i v e  o f  the  
seven s c a l e s  may be r e g a r d e d  as s a t i s f a c t o r y .  One s c a l e  -  
P s y c h o l o g i c a l  v e r s u s  s o m a t i c  p e r c e p t i o n  o f  i l l n e s s  -  has a 
c o e f f i c i e n t  o f  0 . 1 1  wh i ch  s u g g e s t s  t h a t  the  i t e ms  a r e  
h i g h l y  h e t e r o g e n e o u s  and the s c a l e  u n r e l i a b l e .  A n o t h e r  
s c a l e  -  D i s e a s e  C o n v i c t i o n  -  has a c o e f f i c i e n t  Of 0 . 5 0  
which i s  a t  the v e r y  l ow e s t  recommended l e v e l  f o r  group  
s co r e s  <He 1m s t a d t e r , 1 9 6 4 ;  E i sen  e t  a l . , 1 9 7 9 ) .  I n  o r d e r  t o  
see w h e t h e r  the r e l i a b i l i t y  o f  the s c a l e  c o u l d  be improved ,  
the c o r r e l a t i o n s  between i n d i v i d u a l  i tems  and the  s c a l e  
were exami ned .  On l y  one i t em had a m a r k e d l y  l ower  
c o r r e l a t i o n  ( 0 . 4 6 )  w i t h  the s c a l e .  Removing t h i s  i t em f r om  
the s c a l e  d i d  not  s i g n i f i c a n t l y  improve the A l p h a  
c o e f f i c i e n t  ( 0 . 5 4 ) .  Thus the o r i g i n a l  s c a l e  was r e t a i n e d  
f o r  a n a l y s i s .
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( 2 )  The Genera l  H e a l t h  Q u e s t i o n n a i r e .
The Gen er a l  H e a l t h  Q u e s t i o n n a i r e  i s  a s e l f  
a d m i n i s t e r e d  i n s t r u m e n t ,  d e s i g n e d  f o r  s c r e e n i n g  o f  non 
p s y c h o t i c  p s y c h i a t r i c  i l l n e s s  ( G o l d b e r g , 1 9 7 2 ) .  The 30 i t em  
v e r s i o n  has been v a l i d a t e d  f o r  use in the  communi ty  
( T a n o p o l s k y  e t  a l . , 1 9 7 9 ) .  The q u e s t i o n s  a r e  a bout  r e c e n t  
f e e l i n g s ,  t h o u g h t s  and b e h a v i o u r s  and r e s p o n d e n t s  s e l e c t  
f rom f o u r  c h o i c e s  f o r  any i t e m,  r a n g i n g  f rom ' n o t  a t  a l l '  
to 'much more than u s u a l ' .  A p o s i t i v e  sco r e  i s  g i v e n  t o  
any symptom or  p r ob l e m t h a t  i s  d e s c r i b e d  by the  r e s p o n d e n t  
as p r e s e n t  ' r a t h e r  more than u s u a l '  or  'much more than  
u s u a l ' .  F i v e  or  more p o s i t i v e  r e sp o n s e s  t o  i t e ms  i s  
recommended as a c u t  o f f  p o i n t  f o r  i d e n t i f y i n g  p o s s i b l e  
p s y c h i a t r i c  c a s e s .
( 3 )  I l l n e s s  Concern Q u e s t i o n n a i r e .
T h i s  q u e s t i o n n a i r e  i s  a n i n e  i t em s e l f  a d m i n i s t e r e d  
q u e s t i o n n a i r e  wh i ch  asks  r e s p o n d e n t s  about  p a r t i c u l a r  
w o r r i e s  and c o n c e r n s  t h e y  may have in r e l a t i o n  t o  s e x u a l l y  
t r a n s m i t t e d  d i s e a s e s .  T h i s  q u e s t i o n n a i r e  was d e v e l o p e d  by 
the i n v e s t i g a t o r s  t o  examine more c l o s e l y  p a t i e n t s '  
concer ns  in r e l a t i o n  t o  the p r e s e n t i n g  p r o b l e m .  Some o f  
the q u e s t i o n s  were  about  p a r t i c u l a r  w o r r i e s  the  p a t i e n t  
mi ght  h a ve ,  such as f e a r  o f  a s e r i o u s  i l l n e s s ,  or  f e a r s  
t h a t  the p r e s e n t i n g  p r ob l em mi ght  have ha r mf u l  consequences  
f o r  the i n d i v i d u a l ' s  sexua l  l i f e  or  f u t u r e  f e r t i l i t y .
Other  q u e s t i o n s  were  d e s i g n e d  t o  e l i c i t  how s e r i o u s l y  the  
p a t i e n t  was w o r r i e d  in r e l a t i o n  t o  the p r e s e n t i n g
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p r o b l e m , e . g .
' Has  t h i n k i n g  a bo u t  such an i l l n e s s  in any way d i s r u p t e d  
your  d a i l y  1 i f e ? '
or :
'Have o t h e r  p e o p l e  been a b l e  t o  r e a s s u r e  you a bo u t  your  
pr ob l em? '
Two o f  t he  n i n e  i tems have t h r e e  r e spons e  
c a t e g o r i e s  ( e . g .  ' y e s ' ,  ' n o ' ,  ' u n c e r t a i n ' ) .  The r e m a i n i n g  
seven i tems  have f o u r  p o s s i b l e  r e sp o n s e s :  ' n o t  a t  a l l ' ,  ' a  
l i t t l e '  ' m o d e r a t e l y '  and ' v e r y  mu c h ' .
( 4 )  P a t i e n t  S a t i s f a c t i o n  Q u e s t i o n n a i r e .
T h i s  q u e s t i o n n a i r e  was d e s i g n e d  by L i n n  and  
G r e e n f i e l d  ( 1 9 8 2 )  as  a 19 i t em s e l f  c omp l e t e d  q u e s t i o n n a i r e  
to  assess  s a t i s f a c t i o n  w i t h  c a r e .  P a r t i c u l a r  a d a v a n t a g e s  
of  t h i s  q u e s t i o n n a i r e  o v er  the i tems  i n c l u d e d  in Ben S i r a ' s  
s u r ve y s  have a l r e a d y  been emphas i sed:  f i r s t l y ,  t h a t  the  
f oc us  o f  a l l  the i t e ms  i s  on p e r c e p t i o n s  o f  p a r t i c u l a r  
c o n s u l t a t i o n s  and t h e i r  v a l u e  and s e c o n d l y ,  t h a t  the  
q u e s t i o n s  do p e r m i t  s e p a r a t e  e x a m i n a t i o n  o f  two i m p o r t a n t  
components o f  ' i n s t r u m e n t a l '  med ica l  b e h a v i o u r ,  namely  the  
t e c h n i c a l  a s p e c t s  o f  c a r e ,  and the  p e r c e i v e d  v a l u e ,  
e f f i c a c y  or  a p p r o p r i a t e n e s s  o f  t r e a t m e n t .  The q u e s t i o n s  
a l s o  p e r m i t  e x a m i n a t i o n  o f  v i e ws  of  the d o c t o r ' s  a f f e c t i v e  
b e h a v i o u r ,  r e f e r r e d  t o  By L i nn  and G r e e n f i e l d  as h i s  ' a r t  
of  c a r e ' .  The q u e s t i o n n a i r e  has a L i k e r t  -  t ype  f o r m a t
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w i t h  f i v e  r esp o n s e  c a t e g o r i e s  r a n g i n g  f r om ' s t r o n g l y  a g r e e '  
t o  ' s t r o n g l y  d i s a g r e e ' .  The 19 i t ems a re  g r ou p e d  i n t o  
t h r e e  d i f f e r e n t  c a t e g o r i e s :
( a )  s a t i s f a c t i o n  w i t h  the  a r t  o f  ca r e  ( 9  i t e m s ) ,  f o r  
exampl e :  'No one seemed t o  c a r e  v e r y  much a bo u t  my 
pr i v a c y ' ,
<b) s a t i s f a c t i o n  w i t h  the  t e c h n i c a l  q u a l i t y  o f  c a r e  <6 
i t e m s ) ,  f o r  e x a mp l e :  ' Th e  d o c t o r s  seemed v e r y  c ompet en t  and  
we 11 t r a i n e d ' , and
( c ) s a t i s f a c t i o n  w i t h  the e f f i c a c y  of  c a r e  <4 i t e m s ) ,  f o r  
exampl e :  '  I am in b e t t e r  h e a l t h  now because o f  the  c a r e  I 
r e c e i v e d  t h e r e . '
The C r o n b a c h ' s  A l p h a  c o e f f i c i e n t  f o r  t he  t h r e e  
s c a l e s  was c a l c u l a t e d  f o r  the  STD c l i n i c  sample  t o  p r o v i d e  
an e s t i m a t e  o f  the  i n t e r n a l  r e l i a b i l i t y  o f  the  t h r e e  
s c a l e s .  The r e s u l t s  were  h i g h l y  s a t i s f a c t o r y :  a r t  o f  c a r e  
s c a l e  ( 0 . 8 7 ) ,  t e c h n i c a l  q u a l i t y  s c a l e  ( 0 . 8 7 )  and e f f i c a c y  
s c a l e  ( 0 . 7 7 ) .
The P a t i e n t  S a t i s f a c t i o n  Q u e s t i o n n a i r e  was t o  be 
used f i r s t l y  t o  examine the r e l a t i o n s h i p  between  
p s y c h o l o g i c a l  d i s t r e s s  and p a t i e n t  s a t i s f a c t i o n  and 
s e c o n d l y ,  more s p e c i f i c a l l y  t o  examine Ben S i r a ' s  
t h e o r e t i c a l  model  in r e l a t i o n  t o  p a t i e n t s  s e e k i n g  med i ca l  
c a r e .  For  some p a r t s  o f  the a n a l y s i s  o f  p a t i e n t s '  v ie w s  o f  
the STD c l i n i c ,  the t h r e e  o v e r a l l  c a t e g o r i e s  a r e  used.
These c a t e g o r i e s  i n v o l v e  a l l  19 i t ems o f  the  L i n n  and  
G r e e n f i e l d ' s  q u e s t i o n n a i r e  whi ch  are  grouped i n t o  the  
s c a l e s  o f  e i t h e r  ' A r t  o f  c a r e ' ,  ' T e c h n i c a l  q u a l i t y  o f
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c a r e '  o r  ' E f f i c a c y  o f  c a r e ' .  Where t hese  s c a l e s  a r e  used  
in the a n a l y s i s ,  the  s c o r e s  o f  i t ems a re  a p p r o p r i a t e l y  
summed t o  produce  a s i n g l e  a d d i t i v e  s c o r e  f o r  each s c a l e .
Ben S i r a  exami ned  h i s  model  o f  p a t i e n t  s a t i s f a c t i o n  by  
means o f  c o r r e l a t i o n s  between i n d i v i d u a l  i t e m s .  For  t h i s  
p a r t  o f  the a n a l y s i s  i t  was a l s o  d e c i d e d  t o  use  
r e s p o n d e n t s '  answers  t o  i n d i v i d u a l  q u e s t i o n n a i r e  i tems  in 
o r d e r  t o  max i mi se  the  c o m p a r a b i l i t y  between the  two s t u d i e s  
and t o  e x p l o r e  the l o g i c  b e h i n d  Ben S i r a ' s  a n a l y s e s  and 
i n t e r p r e t a t i o n s .  I t e m s  f r om the L i nn  and G r e e n f i e l d  
p a t i e n t  s a t i s f a c t i o n  q u e s t i o n n a i r e  were s e l e c t e d  whi ch  
app ea r ed  t o  measure  the  same c o n s t r u c t s  as those  r e f e r r e d  
t o  in Ben S i r a ' s  m o d e l .  As i s  d e mo n s t r a t e d  b e l o w ,  in most  
cases  the i t e ms  so s e l e c t e d  f r om the L i nn  and G r e e n f i e l d  
q u e s t i o n n a i r e  g e n e r a l l y  r e s e mb l e d  q u i t e  c l o s e l y  the  i t e ms  
w i t h  which  Ben S i r a  measured h i s  c o n c e p t s .  Ben S i r a  
d i s t i n g u i s h e s  between two groups  o f  s a t i s f a c t i o n  i t e ms  -  
f i r s t l y ,  s a t i s f a c t i o n  w i t h  t r e a t m e n t  or  the  i n s t r u m e n t a l  
b e h a v i o u r  o f  the  d o c t o r  and s e c o n d l y ,  s a t i s f a c t i o n  w i t h  the  
a f f e c t i v e  b e h a v i o u r  o f  the d o c t o r .  The f o l l o w i n g  s e c t i o n  
d e s c r i b e s  the  i t e ms  s e l e c t e d  t o  measure each o f  the  
d i men s i on s  o f  p a t i e n t  s a t i s f a c t i o n  and a l s o  i n d i c a t e s  the  
c o r r e s p o n d i n g  q u e s t i o n n a i r e  i t em used by Ben S i r a .
S a t i s f a c t i o n  w i t h  t r e a t m e n t ,  or  w i t h  the d o c t o r ' s  
i n s t r u m e n t a l  b e h a v i o u r
Ben S i r a  d i s t i n g u i s h e s  between t h r e e  d i f f e r e n t  
d i men s i on s  o f  s a t i s f a c t i o n  w i t h  med ica l  t r e a t m e n t ;  
s a t i s f a c t i o n  w i t h  the  d o c t o r ' s  s k i l l s  , s a t i s f a c t i o n  w i t h
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the d o c t o r ' s  m e d i c a l  t r e a t m e n t  and s a t i s f a c t i o n  w i t h  
r e a s s u r a n c e  f rom the  d o c t o r ' s  a c t i v i t i e s .
S a t i s f a c t i o n  w i t h  d o c t o r ' s  s k i l l s  i s  measured  in 
t h i s  s t u d y  by L i nn  and G r e e n f i e l d ' s  i t e m:  ' The  d o c t o r s
seemed t o  have e x p e r i e n c e  w i t h  my k i n d  o f  p r o b l e m ' .  Ben 
S i r a ' s  measure o f  t he  c o n c e p t  i s  ' D i d  the p h y s i c i a n  g i v e  
you a f e e l i n g  t h a t  he knows how t o  cope w i t h  a p r ob l e m such 
as y o u r s . ? '
S a t i s f a c t i o n  w i t h  the d o c t o r ' s  m e d i c a l  t r e a t m e n t  
i s  measured by means o f  an i t em f rom L i nn  and G r e e n f i e l d :  
' The  d o c t o r s  d i d  as much as c o u l d  be e x p e c t e d  t o  h e l p  me 
ge t  w e l l ' C Q . l O  A p p e n d i x ) .  Ben S i r a  measures  s a t i s f a c t i o n  
w i t h  t r e a t m e n t  by means o f  the i t em:  ' D i d  the d o c t o r  g i v e  
the r e q u i r e d  t r e a t m e n t ? '
S a t i s f a c t i o n  w i t h  r e a s s u r a n c e  f rom the  d o c t o r ' s  
a c t i v i t i e s  . The i t e m f r om L i nn  and G r e e n f i e l d ' s  
q u e s t i o n n a i r e  i s :  ' T h e  d o c t o r s  d i d  t h e i r  v e r y  b e s t  t o  keep  
me f rom w o r r y i n g  about  t h i n g s '  ( Q . 6  A p p e n d i x ) .
S a t i s f a c t i o n  w i t h  r e a s s u r a n c e  in Ben S i r a ' s  s u r v e y  i s  
measured by:  ' D i d  the  d o c t o r  g i v e  you a f e e l i n g  o f  
r e a s s u r a n c e ? '
B . S a t i s f a c t i o n  w i t h  the  d o c t o r ' s  a f f e c t i v e  b e h a v i o u r
Ben S i r a  exa mi nes  t h r e e  a s p e c t s  o f  s a t i s f a c t i o n  
w i t h  a f f e c t i v e  b e h a v i o u r  -  p a t i e n t s '  v i e ws  w i t h  r e g a r d  to  
whe t h e r  d o c t o r s  ( a )  a l l o c a t e  s u f f i c i e n t  t ime f o r  a
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s a t i s f a c t o r y  p r e s e n t a t i o n  and d i s c u s s i o n  o f  the  p a t i e n t ' s  
pr ob l em ( b)  show an i n t e r e s t  in the p a t i e n t  as person and 
( c )  d e m o n s t r a t e  s u f f i c i e n t  d e v o t i o n  t o  the  p r ob l ems  
p r e s e n t e d .
S a t i s f a c t i o n  w i t h  the d o c t o r ' s  t i me  i s  a ss essed  
by the  i t em f r om L i nn  and G r e e n f i e l d ' s  q u e s t i o n n a i r e :  ' The  
d o c t o r s  took t ime t o  put  me a t  ease and t r i e d  t o  make me 
more c o m f o r t a b l e '  ( Q . 1 2 , A p p e n d i x ) .  Ben S i r a  a ss e ss e d  t h i s  
asp e c t  o f  s a t i s f a c t i o n  by means o f  the i t e m :  ' D o e s  the  
d o c t o r  a l l o c a t e  s u f f i c i e n t  t i m e ? '
S a t i s f a c t i o n  w i t h  the  d o c t o r ' s  i n t e r e s t  i s 
assessed  by the f o l l o w i n g  i t em f rom L i nn  and G r e e n f i e l d :
' The  d o c t o r s  seemed t o  have a genu i ne  i n t e r e s t  in me as a 
p e r s o n . ' ( Q . l  A p p e n d i x ) .  The c o n s t r u c t  was a ss e s s e d  by  
means o f  the  f o l l o w i n g  i t em by Ben S i r a :  ' Do  the  d o c t o r s  
show s u f f i c i e n t  i n t e r e s t  in t h e i r  p a t i e n t s '  p e r s o n a l  
p r o b l e m s ? ' .
S a t i s f a c t i o n  w i t h  the d o c t o r ' s  d e v o t i o n  i s 
measured by the f o l l o w i n g  i tem f rom L i n n  and G r e e n f i e l d ' s  
q u e s t i o n n a i r e :  ' The  d o c t o r s  were  v e r y  f r i e n d l y ,  seemed
d e vo t ed  t o  me and o t h e r  p a t i e n t s . '  ( Q . l l ,  A p p e n d i x ) .  T h i s  
i s  measured by means o f  the f o l l o w i n g  q u e s t i o n  in Ben 
S i r a ' s  s t u d y :  ' Does  the d o c t o r  d e m o n s t r a t e  s u f f i c i e n t  
d e v o t i o n  t o  the management o f  the p r ob l em p r e s e n t e d ? '
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S t a t i s t i c a l  Methods
Most  o f  the  d a t a  in t h i s  s t u d y  have been g a t h e r e d  
u s i n g  e i t h e r  nominal  o r  o r d i n a l  l e v e l s  o f  me as u r emen t .  Chi  
square  t e s t  has been used t o  t e s t  the s i g n i f i c a n c e  o f  
r e l a t i o n s h i p s  between nominal  v a r i a b l e s ,  and t he  Mann -  
W h i t n e y  t e s t  has been used as a t e s t  o f  s i g n i f i c a n c e  f o r  
d i f f e r e n c e s  f o r  v a r i a b l e s  measured on an o r d i n a l  s c a l e .
For  some pur po s e s  in t h i s  s t u d y ,  the  Pearson  
p r o d u c t  moment c o r r e l a t i o n  c o e f f i c i e n t  has been used t o  
measure r e l a t i o n s h i p s  between v a r i a b l e s ,  f o r  e x a m p l e ,  t o  
measure the r e l a t i o n s h i p  between d i f f e r e n t  i t e m s  f r om the  
P a t i e n t  S a t i s f a c t i o n  Q u e s t i o n n a i r e  or  between s a t i s f a c t i o n  
i t ems  and s c a l e s  f r om the  I l l n e s s  B e h a v i o u r  Q u e s t i o n n a i r e .  
T h i s  usage r e q u i r e s  comment s i n c e  the v a r i a b l e s  so a n a l y s e d  
have been measured a t  the  o r d i n a l  l e v e l .  Thus the  l e v e l  o f  
p a t i e n t s '  s a t i s f a c t i o n  w i t h  w he t h e r  the  d o c t o r  showed  
i n t e r e s t  towar d  them was assessed  by means o f  an i t em w i t h  
f i v e  p o s s i b l e  r e s po n s e s  f r a n  ' s t r o n g l y  a g r e e '  t o  ' s t r o n g l y  
d i s a g r e e ' .  The assumpt i on  i s  made in such a s c a l e  t h a t  
p a t i e n t s  can be o r d e r e d  on a cont i nuum in t e r ms  o f  the  
degree  t o  whi ch  t h e y  h o l d  a p a r t i c u l a r  v i e w .  However  t h i s  
o r d e r i n g  does not  p e r m i t  any a ss u mp t i on s  t o  be made about  
the ma g n i tu d e  o f  the  d i f f e r e n c e s  between p o i n t s  on the  
i t e m.  One cannot  compare or  make a ss u m p t i o n s  about  the  
d i s t a n c e s  b e t w ee n ,  f o r  exa mpl e ,  on the  one hand ' s t r o n g l y  
a g r e e '  and ' a g r e e '  and on the o t h e r  hand between ' s t r o n g l y  
d i s a g r e e '  and ' d i s a g r e e ' .  T h i s  makes i t  d i f f i c u l t  t o  
d e t e r m i n e  the n u m e r i c a l  v a l u e s  o f  each c a t e g o r y .  As a
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r e s u l t  i t  i s  d i f f i c u l t  t o  adopt  the a ss u m p t i o n s  o f  h i g h e r  
l e v e l s  o f  measurement  -  i n t e r v a l  and r a t i o  s c a l e s .  In  
p a r t i c u l a r  the use o f  s t a t i s t i c s  d e s i g n e d  f o r  measur es  o f  
r e l a t i o n s h i p s  between v a r i a b l e s  a t  the i n t e r v a l  l e v e l  -  the  
Pearson p r o d u c t  moment c o r r e l a t i o n  c o e f f i c i e n t  and  
r e g r e s s i o n  has been r e g a r d e d  as p r o b l e m a t i c .
However ,  because so much s o c i o l o g i c a l  d a t a  i s  in 
the f o r m o f ,  a t  b e s t ,  o r d i n a l  d a t a ,  s t a t i s t i c i a n s '  
s t r i c t u r e s  a g a i n s t  the use o f  c o r r e l a t i o n  and r e g r e s s i o n  
have r e c e i v e d  c o n s i d e r a b l e  a t t e n t i o n .  I n v e s t i g a t o r s  have  
examined the consequences  o f  making i n t e r v a l  a s s u m p t i o n s  in 
r e l a t i o n  t o  o r d i n a l  d a t a .  L a b o v i t z  ( 1 9 7 0 )  a n a l y s e d  a d a t a  
s e t  o f  the p r e s t i g e  r a n k i n g s  o f  a number o f  o c c u p a t i o n s  and  
t h e i r  s u i c i d e  r a t e s .  T went y  d i f f e r e n t  s c o r i n g  sys t ems  were  
used f o r  e x p r e s s i n g  the  p r e s t i g e  r a n k i n g s  o f  the  
o c c u p a t i o n s  in the  d a t a  s e t  ( t h e  r e l a t i v e  p o s i t i o n s  o f  
o c c u p a t i o n s  in r e l a t i o n  t o  each o t h e r  s t a y i n g  the  s a m e ) .
The s c o r i n g  sys t ems i n c l u d e d  methods in whi ch  bot h  o r d i n a l  
and i n t e r v a l  d i s t a n c e s  between o c c u p a t i o n s '  p r e s t i g e  s c o r e s  
were used .  L a b o v i t z  then c a l c u l a t e d  the c o r r e l a t i o n s  
between d i f e r e n t  s c o r i n g  s ys t e ms .  He f ound  c o n s i s t e n t l y  
hi gh c o r r e l a t i o n s  and i n f e r r e d  a ' h i g h  degr ee  o f  
i n t e r c h a n g e a b i l i t y  among the 20 s c o r i n g  s y s t e m s '  ( 1 9 7 0 :
5 1 8 ) .  In a d d i t i o n  he f ound  a v e r y  h i gh  l e v e l  o f  s i m i l a r i t y  
between s c o r i n g  sys tems in p r e d i c t i n g  s u i c i d e  r a t e s .  He 
c o n c l u d e d  t h a t ,  as d i f f e r e n t  s c o r i n g  methods were  l a r g e l y  
i n t e r c h a n g e a b l e ,  a ss u m p t i o n s  o f  an i n t e r v a l  l e v e l  o f  
measurement  in the  d a t a ,  d i d  not  s i g n i f i c a n t l y  d i s t o r t  the  
r e l a t i o n s h i p  between v a r i a b l e s .  In a n o t h e r  s t u d y ,  L a b o v i t z  
( 1 9 6 7 )  used a s i m u l a t e d  d a t a  s e t  o f  o r d i n a l l y  measured
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outcomes o f  a l t e r n a t i v e  me d i c a l  t r e a t m e n t s .  He v a r i e d  the  
method of  s c o r i n g  outcomes t o  i n c l u d e  o r d i n a l  and i n t e r v a l  
l e v e l s  o f  measurement  and f o u n d  t h a t  t h e y  p r o d u c e d  s i m i l a r  
r e s u l t s  in t e s t s  o f  s i g n i f i c a n c e  between t r e a t m e n t s .
S i m i l a r  r e s u l t s  have been o b t a i n e d  in o t h e r  s t u d i e s  
cond u c t e d  t o  examine the  p r ob l em o f  i n t e r v a l  l e v e l  
a ss u mp t i on s  in o r d i n a l  d a t a  ( B o y l e ,  1 9 7 0 ) .  G a l t u n g  
( 1 9 7 3 : 2 1 7 )  exami ned the e f f e c t ,  in s i m u l a t e d  o r d i n a l  d a t a ,  
o f  v a r i o u s  n u m e r i c a l  e x p r e s s i o n s  o f  the o r d i n a l  s c a l e  upon 
the s i z e  o f  c o r r e l a t i o n  c o e f f i c i e n t s .  W h i l s t  he emphas i sed  
the p r ob l em o f  v i o l a t i n g  a s s u m p t i o n s ,  the a c t u a l  
d i f f e r e n c e s  between c o r r e l a t i o n  c o e f f i c i e n t s  were  s m a l l ,  
i n d i c a t i n g  o n l y  modest  p r a c t i c a l  consequences  a r i s i n g  f r om  
the use o f  i n t e r v a l  based s t a t i s t i c s .
The e m p i r i c a l  i n v e s t i g a t i o n  o f  i n t e r v a l  l e v e l  
a ss u mp t i on s  a p p l i e d  t o  o r d i n a l  d a t a  t h e r e f o r e  s u g g e s t s  t h a t  
the p r a c t i c e  may not  be s i g n i f i c a n t l y  m i s l e a d i n g .  The  
g r e a t e r  the number o f  c a t e g o r i e s  or  v a l u e s  in a v a r i a b l e ,  
the g r e a t e r  can be the c o n f i d e n c e  in a s s i g n i n g  i n t e r v a l  
s c o r i n g  systems t o  o r d i n a l  d a t a  ( B o y l e ,  1970 ;  L a b o v i t z ,  
1 9 7 0 ) .  L i n  ( 1 9 7 6 )  a r g ue s  t h a t  a t  l e a s t  f i v e  v a l u e s  a r e  
needed in o r d i n a l  v a r i a b l e s  in o r d e r  to  use i n t e r v a l  l e v e l  
s t a t i s t i c s .  T h i s  c o n d i t i o n  i s  met in the case o f  the  
v a r i a b l e s  used in t h i s  s t u d y .  In  a d d i t i o n  t o  e m p i r i c a l l y  
d e m o n s t r a t i n g  the  l i m i t e d  p r a c t i c a l  consequences  o f  u s i n g  
i n t e r v a l  measurement  on o r d i n a l  d a t a ,  o t h e r  a rgument s  have  
been put  f o r w a r d  in f a v o u r  o f  t r e a t i n g  o r d i n a l  s c a l e s  as i f  
t hey  conformed t o  i n t e r v a l  a s s u mp t i o n s .  In the f i r s t  p l a c e ,  
i t  does p e r m i t  the  use o f  w e l l  d e v e l o p e d  and i n t e r p r e t a b l e
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m u l t i v a r i a t e  t e c h n i q u e s  such as m u l t i p l e  r e g r e s s i o n
( L a b o v i t z ,  1 9 7 0 ) .  S e c o n d l y  the  a l t e r n a t i v e  s t r a t e g y  o f
d i c h o t o m i s i n g  or  t r i c h o t o m i s i n g  o r d i n a l  v a r i a b l e s  c e r t a i n l y
l o s e s  i m p o r t a n t  i n f o r m a t i o n  about  r esp o n s e s  in the o r i g i n a l
s c a l e  ( B l a l o c k , 1 9 6 4 ) .  F u r t h e r m o r e  such a s t e p  may
i n t r o d u c e  more s e r i o u s  measurement  e r r o r  than t h a t  a r i s i n g
f r om assuming i n t e r v a l  l e v e l s  ( B l a l o c k ,  1 9 6 4 , 1 8 5 ) .  B l a l o c k
a rg u e s  t h a t  i t  i s  u n c l e a r  w h e t h e r  the more s e r i o u s
v i o l a t i o n s  a r i s e  f r om u s i n g  the  wrong l e v e l  o f  s t a t i s t i c s
in r e l a t i o n  t o  o r d i n a l  d a t a  or  f rom r e d u c i n g  such d a t a  by
a r b i t r a r y  c u t  o f f  p o i n t s  and c a u t i o u s l y  c o n c l u d e s :
' F o r  e x p l o r a t o r y  p u r p o s e s  i t  may not  be e n t i r e l y  
unwise  t o  make use o f  t he  r a t i o n a l e  d e v e l o p e d  in 
c o n n e c t i o n  w i t h  h i g h e r  l e v e l s  of  measur ement ,  even  
when a c t u a l  measurement  cannot  be so p r e c i s e '
( B l a l o c k , 1 9 6 4 : 9 4 ) .
T h e o r e t i c a l  and m e t h o d o l o g i c a l  p r ob l ems  i n v o l v e d  in 
the use o f  i n t e r v a l  l e v e l  ass u mp t i on s  w i t h  o r d i n a l  d a t a  may 
s t i l l  be e x p r e s s e d  ( W i l s o n , 1 9 7 1 ) .  Howe ve r , in the  f i e l d  o f  
p a t i e n t  s a t i s f a c t i o n  r e s e a r c h ,  s t a t i s t i c s  such as Pearson  
c o r r e l a t i o n  c o e f f i c i e n t s  and r e g r e s s i o n  have become by f a r  
the most  w i d e l y  used methods o f  e x p r e s s i n g  r e l a t i o n s h i p s  
between v a r i a b l e s  ( No t e  1 ) .
The use o f  i n t e r v a l  l e v e l  ass umpt i ons  f a c i l i t a t e s  
the use o f  s t a t i s t i c s  such as  p a r t i a l  c o r r e l a t i o n  
c o e f f i c i e n t s  and m u l t i p l e  r e g r e s s i o n .  Both o f  t hese  
t e c h n i q u e s  a r e  a l s o  used t o  e x p l o r e  the p a t i e n t  
s a t i s f a c t i o n  v a r i a b l e s  measur ed  in the STD c l i n i c .  P a r t i a l  
c o r r e l a t i o n  c o e f f i c i e n t s  a r e  used in p a r t i c u l a r  t o  examine  
a l t e r n a t i v e  causa l  mode l s  a c c o r d i n g  t o  p r i n c i p l e s  a d v o c a t e d  
by B l a l o c k  ( 1 9 7 1 ) .  A g a i n ,  i t  has been a r gued  t h a t
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ass u mp t i on s  o f  i n t e r v a l  l e v e l  measurement  a re  r e q u i r e d  i f  
p a r t i a l  c o r r e l a t i o n s  a r e  t o  be used and t h a t  o r d i n a l  
v a r i a b l e s  do not  meet  t h i s  r e q u i r e m e n t  ( W i l s o n , 1 9 7 1 ) .  
Reyno l d s  ( 1 9 7 4 )  e xa mi ned ,  by means o f  s i m u l a t e d  d a t a ,  the  
e f f e c t s  o f  o r d i n a l  l e v e l  d a t a  in causa l  m o d e l l i n g  in wh i ch  
p a r t i a l  c o r r e l a t i o n s  a r e  emp l o ye d .  Da t a  w i t h  known 
c h a r a c t e r i s t i c s  were c r e a t e d  f o r  a sample s i z e  o f  6 0 0 .
Thr ee  v a r i a b l e s  were used and Pearson c o r r e l a t i o n  
c o e f f i c i e n t s  ( r )  and p a r t i a l  c o r r e l a t i o n s  ( p a r t i a l  r ) were  
c a l c u l a t e d ,  w i t h  the a im o f  t e s t i n g  f o r  a known s p u r i o u s  
r e l a t i o n s h i p  between two o f  the  v a r i a b l e s  pr oduced  by the  
t h i r d  v a r i a b l e .  P a r t i a l  r  p e r f o r m e d  r e a s o n a b l y  w e l l  in 
showing the p r esence  o f  the  s p u r i o u s  r e l a t i o n s h i p .
Reyno l d s  f ound t h a t  the  g r e a t e r  the number o f  c a t e g o r i e s  in 
the c o n t r o l  v a r i a b l e ,  t he  g r e a t e r  was the success  o f  t he  
p a r t i a l  r  in showing s p u r i o u s n e s s .  I t  p r ov ed  t o  be 
s u f f i c i e n t  i f  o r d i n a l  v a r i a b l e s  were measured w i t h  a t  l e a s t  
f i v e  c a t e g o r i e s .  The p a t t e r n  o f  r e s u l t s  a l s o  s t r o n g l y  
i n d i c a t e d  t h a t  p r ob l ems  a r o s e  f rom c o l l a p s i n g  v a r i a b l e s  
i n t o  a s m a l l e r  number o f  c a t e g o r i e s .
In  a s i m i l a r  s t u d y ,  B l a l o c k  ( 1 9 6 4 )  exami ned the  
e f f e c t s  upon a r t i f i c i a l  d a t a  w i t h  known c h a r a c t e r i s t i c s ,  o f  
me a s ur i n g  r e l a t i o n s h i p s  between v a r i a b l e s  by means o f  
i n t e r v a l ,  o r d i n a l  and nomina l  s c a l e s .  The d a t a  was  
c o n s t r u c t e d  to  c o n t a i n  a s p u r i o u s  r e l a t i o n s h i p ,  and the  
a b i l i t y  of  t o t a l  and p a r t i a l  c o r r e l a t i o n s  t o  show t h i s  
s p u r i o u s  r e l a t i o n s h i p  was e xa mi ned .  When the c o n t r o l  
v a r i a b l e  c o n t a i n e d  f o u r  c a t e g o r i e s ,  the p a r t i a l  was r e d u c e d  
to z e r o ,  b u t ,  as w i t h  R e y n o l d s '  s t u d y ,  d i c h o t o m i s i n g  the
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c o n t r o l  v a r i a b l e  d i d  n o t  s a t i s f a c t o r i l y  r e v e a l  the  s p u r i o u s  
r e l a t i o n s h i p .  Both B l a l o c k ' s  and R e y n o l d s '  s t u d i e s  p r o v i d e  
p r a c t i c a l  e v i d e nc e  o f  the  adequacy  o f  p a r t i a l  c o r r e l a t i o n  
c o e f f i c i e n t s  in e x a m i n i n g  s i m p l e  causa l  models  f o r  o r d i n a l  
d a t a .  B l a l o c k  c o n c l u d e s  t h a t ,  as l ong  as s o c i o l o g i c a l  
t h e o r i e s  a re  o f  the s i m p l e  f o r m -  ' I f  X i n c r e a s e s ,  Y w i l l  
i n c r e a s e '  ( B l a l o c k , 1 974 :  4 2 6 )  -  and the  p r e c i s e  d e gr ee  o f  
r e l a t i o n s h i p  between v a r i a b l e s  i s  not  p r e d i c t e d ,  the  
e x a m i n a t i o n  o f  c au s a l  mode l s  o f  o r d i n a l  d a t a  by t e c h n i q u e s  
such as c o r r e l a t i o n  and p a r t i a l  c o r r e l a t i o n  i s  w a r r a n t e d .
The d a t a  on p a t i e n t  s a t i s f a c t i o n  in t h i s  s t u d y  a re  
f i n a l l y  examined by means o f  m u l t i p l e  r e g r e s s i o n .  T h i s  
method p e r m i t s  the i d e n t i f i c a t i o n  o f  the  e f f e c t s  o f  a 
number o f  i ndependent  v a r i a b l e s  upon a dependent  v a r i a b l e .  
For e x p l o r a t o r y  p u r p o s e s  t h i s  t e c h n i q u e  may t h e r e f o r e  be 
i n v a l u a b l e ;  H i r s c h i  and S e l v i n  compare i t s  use in s u r v e y  
a n a l y s i s  t o  ' a e r i a l  p h o t o g r a p h s '  and conc l ude  t h a t  ' W i t h  a 
c o n t i n u o u s  or  an o r d i n a l  d e pen dent  v a r i a b l e ,  s t e p w i s e  
m u l t i p l e  r e g r e s s i o n  s e a r c h e s  out  the most  i m p o r t a n t  
v a r i a b l e s '  ( H i r s h i  and S e l v i n , 1 7 3 : 1 6 8 ) .  I t  a l s o  p r o v i d e s  
an e x p r e s s i o n  o f  the amount o f  v a r i a n c e  in the de pendent  
v a r i a b l e  e x p l a i n e d  by the  i n d e p en d e n t  v a r i a b l e s  (R s q u a r e ) .  
The method i s  v e r y  w i d e l y  used in p a t i e n t  s a t i s f a c t i o n  
r e s e a r c h  ( exampl es  a r e  d i s c u s s e d  in c h a p t e r  8 ) .  I t  i s  
t h e r e f o r e  i m p o r t a n t  t o  i n c l u d e  t h i s  method o f  a n a l y s i s  f o r  
the pur poses  o f  comp ar in g  the  r e s u l t s  o f  the STD c l i n i c  
s t u d y  w i t h  those o f  o t h e r  s t u d i e s .
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The sample
In a l l ,  851 p a t i e n t s  c o m pl e t e d  the f i r s t  phase o f  
q u e s t i o n n a i r e s  b e f o r e  s e e i n g  the  d o c t o r .  Of t h e s e ,  6 23  
c on s e n t e d  on the l a s t  i tem o f  the  q u e s t i o n n a i r e  c o n s e n t e d  
t o  a f u r t h e r  q u e s t i o n n a i r e  b e i n g  s e n t  t o  t h e i r  home.  T h i s  
group were s en t  the  f o l l o w  up q u e s t i o n n a i r e  and e v e n t u a l l y  
320 o f  these  were  r e t u r n e d .  T h i s  r e p r e s e n t e d  37 . 6% o f  the  
o r i g i n a l  sample and 51 . 4% o f  those  who had c o n s e n t e d  t o  
p a r t i c i p a t e  f u r t h e r .  Re sour ces  were  not  a v a i l a b l e  t o  
c o n s i d e r  a f u r t h e r  f o l l o w  up o f  those  who d i d  not  r e t u r n  
the q u e s t i o n n a i r e  s e n t  t o  p a t i e n t s '  homes.  Had r e s o u r c e s  
been a v a i l a b l e ,  o t h e r  p r o b l e m s  wou l d  have r e m a i n e d .
P a t i e n t s '  c on ce r ns  t o  p r o t e c t  t h e i r  p r i v a c y  w i t h  r e g a r d  t o  
t h e i r  h e a l t h  p r ob l em a re  p r o b a b l y  h i g h e r  w i t h  r e g a r d  t o  STD 
than many o t h e r  h e a l t h  p r o b l e m s .  T h i s  c o u l d  w e l l  a cc o u n t  
f o r  the low r a t e  o f  r e t u r n .  I t  wou l d  have become a 
c o n s i d e r a t i o n  in d e c i d i n g  w h e t h e r  t o  a t t e m p t  f u r t h e r  f o l l o w  
up q u e s t i o n n a i r e s .  A second p r ob l em w i t h  the  m a i l e d  
q u e s t i o n n a i r e  was t h a t  many o f  the  young p o p u l a t i o n  whi ch  
the c l i n i c  s e r v e s  a r e  c o n s i d e r e d  by c l i n i c i a n s  in the  
c l i n i c  to  be q u i t e  g e o g r a p h i c a l l y  m o b i l e .  The a d d r e s s  f o r  
them p r o v i d e d  by the  c l i n i c  may not  have been up t o  d a t e ,  
or  i ndeed  a c c u r a t e .  N e v e r t h e l e s s  the r esponse  r a t e  has  t o  
be c o n s i d e r e d  a low one.  I t  r a i s e s  the p r ob l em of  w h e t h e r  
the f o l l o w  up sample was r e p r e s e n t a t i v e  o f  those  who were  
r e c r u i t e d  i n t o  the i n i t i a l  phase o f  the s t u d y  s amp l e .  In  
p a r t i c u l a r  the p o s s i b i l i t y  e x i s t s  t h a t  those who d i d  not  
r e t u r n  the q u e s t i o n n a i r e  were  o v e r - r e p r e s e n t e d  e i t h e r  in 
t e rms o f  the p o s i t i v e l y  s a t i s f i e d  or  o f  the d i s s a t i s f i e d .
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The d a t a  can be i n s p e c t e d  in two ways t o  examine  
how s e r i o u s  i s  the low o v e r a l l  r esponse  r a t e  o f  the  
s a t i s f a c t i o n  q u e s t i o n n a i r e .  F i r s t l y ,  c h a r a c t e r i s t i c s  o f  
the o r i g i n a l  851 p a t i e n t s  who c omp l e t e d  q u e s t i o n n a i r e s  
b e f o r e  t h e i r  c l i n i c  c o n s u l t a t i o n s  can be exami ned  and t hose  
who d i d  and those who d i d  no t  p a r t i c i p a t e  in the  f o l l o w - u p  
s u r v e y  can be compared t o  see w h e t h e r  p a r t i c i p a t a n t s  in the  
f o l l o w - u p  s t u d y  a r e  o v e r -  o r  u n d e r - r e p r e s e n t e d  w i t h  r e s p e c t  
to  any p a r t i c u l a r  v a r i a b l e s  on which measures  were  
a v a i l a b l e .  The f o l l o w - u p  sample  can a l s o  be exami ned  in 
terms o f  w h e t h e r  the  r a t e s  o f  s a t i s f a c t i o n  a r e  d i f f e r e n t  
f rom o t h e r  sampl es  u s i n g  the  i n s t r u m e n t  or  d i f f e r e n t  f r om  
the b r oa d  t r e n d  o f  p a t i e n t  s a t i s f a c t i o n  r e s u l t s .
W i t h  r e g a r d  t o  the  f i r s t  i s s u e ,  t h e r e  were  no 
s i g n i f i c a n t  d i f f e r e n c e s  in t e r ms  o f  a ge ,  sex or  e d u c a t i o n  
between those who p a r t i c i p a t e d  in the f o l l o w - u p  s t u d y  and  
those o f  the o r i g i n a l  sample who d i d  not  p a r t i c i p a t e .
The r e  w e r e ,  however ,  s i g n i f i c a n t  d i f f e r e n c e s  
between the f o l l o w - u p  sample and the r e s t  o f  t he  i n i t i a l  
sample w i t h  r e g a r d  t o  a number o f  o t h e r  c h a r a c t e r i s t i c s .  
Wor k i ng  c l a s s  p a t i e n t s  were  l e s s  l i k e l y  t o  p a r t i c i p a t e  in 
the f o l l o w - u p  s t u d y  than m i d d l e  c l a s s  p a t i e n t s  (Chi  s q uar e  
6 . 1 7 ; d . f . = l ;  P < 0 . 0 2 ) .  P a t i e n t s  who were m a r r i e d  were  l e s s  
l i k e l y  t o  p a r t i c i p a t e  than o t h e r  p a t i e n t s  (Chi  squar e  
6 . 6 9 ; d . f . = l ;  P < 0 . 0 1 ) .  Amongst  male  p a t i e n t s ,  h e t e r o s e x u a l s  
were l e s s  l i k e l y  t o  p a r t i c i p a t e  than homosexual  p a t i e n t s
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(Chi  sq u ar e  9 . 2 7 ; d . f = l ;  P < 0 . 0 1 ) .  P a t i e n t s  who had  
p r e v i o u s l y  a t t e n d e d  the c l i n i c  ( ' o l d  p a t i e n t s ' )  were  more  
l i k e l y  t o  p a r t i c i p a t e  than those  f o r  whom t h i s  was t h e i r  
f i r s t  v i s i t  ( ' n e w  p a t i e n t s ' )  (Chi  squar e  1 2 . 9 6 5 ; d . f . = l ;  
P < 0 . 0 0 1 )  ■
I t  may be n o t e d  t h a t  two o f  the v a r i a b l e s  in te r ms  
of  wh i ch  the  f o l l o w - u p  sample d i f f e r e d  f r om  
n o n - p a r t i c i p a n t s  a r e  r e l a t e d .  Homosexual  p a t i e n t s  were  
more l i k e l y  t o  be ' o l d '  r a t h e r  than ' n e w '  p a t i e n t s .
Wi t h  r e g a r d  t o  m e d i c a l  and p s y c h o l o g i c a l  v a r i a b l e s ,  
t h e r e  were  no s i g n i f i c a n t  d i f f e r e n c e s  between the  f o l l o w - u p  
sample and the  r e s t  o f  the  o r i g i n a l  sample w i t h  r e g a r d  t o  
STD d i a g n o s i s ,  p s y c h o l o g i c a l  caseness  (GHQ) o r  on s i x  o f  
the seven s c a l e s  o f  the I l l n e s s  B e ha v i o u r  Q u e s t i o n n a i r e .  
However those  w i t h  l ower  s c o r e s  on the  ' a f f e c t i v e  
d i s t u r b a n c e '  s c a l e  were  somewhat l e s s  l i k e l y  t o  p a r t i c i p a t e  
(Chi  s q uar e  1 3 . 0 5 ; d . f . = 5 ;  P < 0 . 0 5 ) .  W i t h  r e g a r d  t o  c o n c e r n s  
in r e l a t i o n  to  the p r e s e n t i n g  p r ob l e m ,  t h e r e  were  no 
d i f f e r e n c e s  e x c e p t  t h a t  those  who were c o n c e r n e d  about  how 
t h e i r  p r e s e n t i n g  p r ob l em m i g h t  e f f e c t  t h e i r  sex l i f e  (Chi  
squar e  1 0 . 5 2 ; d . f . = 3 ;  P < 0 . 0 2 )  and those who were  w o r r i e d  
about  the p o s s i b i l i t y  o f  a s e r i o u s  d i s e a s e  (Chi  squar e  
7 . 8 3 ; d . f . = 3 ; P < 0 . 0 5 )  were bot h  more l i k e l y  t o  p a r t i c i p a t e  in 
the f o l l o w - u p  s t u d y .
Of the v a r i a b l e s  in t e rms  of  whi ch  the  f o l l o w - u p  
sample d i f f e r e d  f rom the r e s t  o f  the o r i g i n a l  s amp l e ,  o n l y  
two v a r i a b l e s  a l s o  p r oved  t o  be r e l a t e d  t o  s a t i s f a c t i o n :
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m i d d l e  c l a s s  p a t i e n t s  were  more d i s s a t i s f i e d  than w o r k i n g  
c l a s s  p a t i e n t s  ( a l t h o u g h  the numbers o f  w o r k i n g  c l a s s  
p a t i e n t s  in the f o l l o w - u p  sample was t o o  smal l  t o  a t t a c h  
much s i g n i f i c a n c e  t o  t h i s  d i f f e r e n c e )  and ' o l d '  p a t i e n t s  
were more l i k e l y  t o  be d i s s a t i s f i e d  than ' n e w '  p a t i e n t s .
Thus in r e l a t i o n  t o  t hese  two v a r i a b l e s  the  f o l l o w - u p  
sample was b i a s e d  s l i g h t l y  t owards  i n d i v i d u a l s  more  
i n c l i n e d  t o  be d i s s a t i s f i e d  w i t h  c a r e .  I n  o t h e r  words  t he  
c h a r a c t e r i s t i c s  o f  the  f o l l o w - u p  sample p r o v i d e  no e v i d e n c e  
t h a t  d i s s a t i s f i e d  p a t i e n t s  were l e s s  l i k e l y  t o  p a r t i c i p a t e  
in the  f o l l o w - u p  p a r t  o f  the s t u d y  a l t h o u g h  i t  i s  s t i l l  
p o s s i b l e  t h a t  some unmeasured v a r i a b l e  m i g h t  be a s s o c i a t e d  
w i t h  d i s s a t i s f a c t i o n  and n o n - p a r t i c i p a t i o n .
C h a r a c t e r i s t i c s  o f  the  f o l l o w - u p  sample
The d i s c u s s i o n  o f  r e s u l t s  i s  based on the  f o l l o w - u p  
sample who c o m p l e t e d  the  s a t i s f a c t i o n  q u e s t i o n n a i r e .  The  
f o l l o w - u p  sample o f  320 p a t i e n t s  i n c l u d e d  s l i g h t l y  more  
m al es  (52%)  than f e m a l e s .  I n f o r m a t i o n  on p a t i e n t s '  s ex u a l  
o r i e n t a t i o n  was o b t a i n e d  f rom the d o c t o r  c o n c e rn e d  w i t h  
each p a t i e n t .  T h i s  i n f o r m a t i o n  was a v a i l a b l e  f o r  o n l y  211 
out  o f  the  320 p a t i e n t s .  Amongst f e m a l e  p a t i e n t s  o n l y  2 
(2%) were  i d e n t i f i e d  by the d o c t o r s  as homosexua l .  Of the  
111 male  p a t i e n t s  f o r  whom i n f o r m a t i o n  was p r o v i d e d ,  42  
(38%)  were  i d e n t i f i e d  as h e t e r o s e x u a l ,  67 (60%)  as  
homosexual  and 2 (2%)  as b i s e x u a l .  O t he r  s t u d i e s  f r om the  
same c l i n i c  ( M i nd e l  and S u t h e r l a n d , 1984 )  e s t i m a t e  t h a t  
between 13% and 20% o f  homosexuals  a t t e n d i n g  the c l i n i c  may 
be b i s e x u a l  but  t h i s  i s  o f t e n  not  acknowl edged  by the
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p a t i e n t  in the c l i n i c .  The mean age was 2 9 . 5  y e a r s  
< s . d . = 8 . 1 ) .  The m a j o r i t y  o f  the sample were s i n g l e  ( 7 5 . 6 % ) .  
The sample was p r e d o m i n a n t l y  m i d d l e  c l a s s ;  in t e r ms  o f  the  
R e g i s t r a r  G e n e r a l ' s  c l a s s i f i c a t i o n ,  o n l y  12.2% were  
c l a s s i f i e d  as S o c i a l  C l a s s  3 Non M a n u a l ,  S o c i a l  C l a s s  4 or  
5 .  S e v e n t y  one per  c e n t  h e l d  A l e v e l  or  h i g h e r  e d u c a t i o n a l  
q u a l i f i c a t i o n s .  F i f t y  f i v e  p e r  c e n t  o f  the sample had  
p r e v i o u s l y  a t t e n d e d  the  c l i n i c  ( ' o l d '  p a t i e n t s )  w h e r ea s  f o r  
45% o f  p a t i e n t s  ( ' n e w '  p a t i e n t s )  t h i s  was t h e i r  f i r s t  
v i s i t .
The m e d i c a l  n o t e s  were  exami ned t o  o b t a i n  the  
d i a g n o s i s .  T h i s  m a t e r i a l  was then c l a s s i f i e d  i n t o  t he  n i n e  
d i a g n o s t i c  c a t e g o r i e s  used by B e l s e y  and A d l e r  ( 1 9 8 1 b )  in 
t h e i r  s t u d y  o f  STD c l i n i c s  in En g l an d  and W a l e s ,  e x c e p t  
t h a t  the c a t e g o r y  ' N o  a b n o r m a l i t y  d e t e c t e d '  was a dded ,  
because such a l a r g e  p r o p o r t i o n  o f  the s a m p l e ' s  n o t e s  
c o n t a i n e d  t h i s  c a t e g o r y .  I t  i s  c l e a r  f rom a n o t h e r  
d i s c u s s i o n  by B e l s e y  and A d l e r  ( 1 9 8 1 a : 2 8 8 )  t h a t  where  
c l i n i c s  r e p o r t  ' O t h e r  c o n d i t i o n s  not  r e q u i r i n g  t r e a t m e n t ' ,  
t h i s  i s  a h e t e r o g e n e o u s  c a t e g o r y  and may i n c l u d e  p a t i e n t s  
w i t h  symptoms not  e a s i l y  c l a s s i f i e d  e ls e w h e r e  and p a t i e n t s  
w i t h  no p r e s e n t i n g  p r o b l e m ,  a t t e n d i n g ,  f o r  e x a mp l e ,  f o r  the  
pur pos e s  o f  a c h e c k - u p .  The e x t r a  c a t e g o r y  in t h i s  s t u d y  
e n a b l e s  these  two k i n d s  o f  p r e s e n t a t i o n  t o  be 
d i s t i n g u i s h e d .  As i n d i c a t e d  in T a b l e  13,  the most  conanon 
d i a g n o s i s  in the sample  was ' n o t h i n g  abnormal  d e t e c t e d ' ,  
f o l l o w e d  by 'non s p e c i f i c  i n f e c t  i o n s ' , ' w a r t s ' ,  and 
' c a n d i d i a s i s ' .  The p r o p o r t i o n  o f  p a t i e n t s  w i t h  ' No  
a b n o r m a l i t y  d e t e c t e d '  r e c o r d e d  in t h e i r  n o t e s  i s  q u i t e  h i gh
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( 3 0 % ) .  B e l s e y  and A d l e r  ( 1 9 8 1 a )  r e p o r t  t h a t  one q u a r t e r  o f  
h e t e r o s e x u a l  ma l es  and f e m a l e s  in STD c l i n i c s  in t h e i r  
s t u d y  were  r e c o r d e d  as h a v i n g  no d i s e a s e  d i a g n o s e d  or  
t r e a t e d .  However t h e y  a l s o  r e p o r t  t h a t  a h i g h e r  p r o p o r t i o n  
o f  homosexual  p a t i e n t s  (30%)  f a l l  i n t o  t h i s  c a t e g o r y .  I t  
may be t h a t  the h i gh  p r o p o r t i o n  o f  homosexual  p a t i e n t s  in
t h i s  sample e x p l a i n s  the f r e q u e n c y  o f  the c a t e g o r y  ' No
a b n o r m a l i t y  d e t e c t e d ' .
The r a t e  o f  case nes s  (GHQ) was q u i t e  h i g h  -  3 5 . 2 % .  
However t h i s  i s  c o n s i s t e n t  w i t h  the r a t e  o f  c as e n es s  in the  
p r e v i o u s  s u r v e y  we c o n d u c t e d  -  43% ( F i t z p a t r i c k  e t
a l . , 1 9 8 6 )  -  and w i t h  o t h e r  r e s u l t s  ( Redder  and
G o l d b e r g , 1970;  C a t a l a n  e t  a l . 1 9 8 1 ) .  The s c o r e s  o f  the  
sample on the  7 s c a l e s  o f  the  IBQ can be compared w i t h  
n o r m a t i v e  d a t a  p r o v i d e d  by P i l o w s k y  and Spence ( 1 9 8 3 ) .
T h i s  compar i son  ( T a b l e  14)  i n d i c a t e s  t h a t  on many o f  the  
s c a l e s ,  e s p e c i a l l y  those t h a t  more d i r e c t l y  measure  
p s y c h o l o g i c a l  d i s t u r b a n c e  such as  ' a f f e c t i v e  d i s t u r b a n c e ' ,  
STD c l i n i c  a t t e n d e r s '  s c o r e s  a r e  not  p a r t i c u l a r l y  h i gh  
compared t o  g e n e r a l  p r a c t i c e  p a t i e n t s .  I nd e ed  on the  
p r e v i o u s  c l i n i c  s u r v e y  s i m i l a r  compar i sons  were made 
between STD c l i n i c  a t t e n d e r s  and o t h e r  n o r m a t i v e  d a t a ,  
u s i n g  the Crown C r i s p  E x p e r i e n t i a l  Index ( CC EI )  (Crown and  
C r i s p , 1 9 6 6 ) .  Compar ing c as e s  (GHQ) in the STD c l i n i c  and  
n o r m a t i v e  d a t a  f o r  both the IBQ and CCEI ,  i t  c o n s i s t e n t l y  
emerges t h a t  the p s y c h o l o g i c a l  symptoms o f  d i s t r e s s  in the  
cases  amongst STD c l i n i c  a t t e n d e r s  may not  be as s e v e r e  as  
i s  f o u n d  in p a t i e n t s  w i t h  e s t a b l i s h e d  p s c h i a t r i c  i l l n e s s  
n o r m a l l y  seen in p s y c h i a t r y  c l i n i c s .
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Ha v i n g  i n t r o d u c e d  in t h i s  c h a p t e r  the methods and  
p a t i e n t  sample in te rms o f  wh i ch  Ben S i r a ' s  model  i s  t o  be 
e x a mi n e d ,  the n e x t  c h a p t e r  exa mi nes  the  a p p l i c a b i l i t y  o f  
the model  t o  d a t a  on p a t i e n t s '  r e sp o n s e s  t o  an STD c l i n i c .
N o t e s
1.  The f o l l o w i n g  s t u d i e s  o f  p a t i e n t  s a t i s f a c t i o n  a l l  
e x p r e s s  the r e l a t i o n s h i p  between p a t i e n t  s a t i s f a c t i o n  
( measur ed  by o r d i n a l  s c a l e s )  and o t h e r  v a r i a b l e s  by means  
of  Pear son  p r o d u c t  moment c o r r e l a t i o n  c o e f f i c i e n t s ;  
G r a y , 1 9 8 0 ;  Roghmann e t  a l . , 1 9 7 9 ;  Segal  1 and B u r n e t t , 1980 ;  
D a v i e s  and W a r e , 1981 ;  L i n n  and G r e e n f i e l d , 1982 ;  Thomas and  
P e n c h a n s k y , 1 9 8 4 ;  C a r m e l , 1985 ;  D u t t o n , e t  a l . ,  1 985 ;  Deyo and  
D i e h l , 1986 ;  Lewi s  e t  a l . , 1 9 8 6 ;  L i k e  and Z y z a n s k i , 1 9 8 7 ;
L i nn  e t  a l . , 1 9 8 7 ;  R o t e r  e t  a l . , 1 9 8 7 ;  Zapka and 
S t o d d a r d , 1987 .
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I n  t h i s  c h a p t e r ,  the s a t i s f a c t i o n  s c o r e s  o f  the  STD 
c l i n i c  sample a re  examined in t e r ms  o f  the c o n c e p t u a l  
f r amewor k  and methods of  d a t a  a n a l a y s i s  employed by Ben 
S i r a  in h i s  two s ur v e y s  d i s c u s s e d  in c h a p t e r  5 .  Ben S i r a ' s  
a ppr oach  t o  h i s  r e s u l t s  i s  a f o r m o f  s u r v e y  a n a l y s i s  
i n v o l v i n g  the  ' s p e c i f i c a t i o n '  o f  a s s o c i a t i o n s  ( H i r s c h i  and  
S e l v i n ,  1973 )  in s u b - g r ou p s  o f  h i s  s amp l e .  The same 
appr oach  i s  a dopt ed  in the a n a l y s i s  o f  the STD c l i n i c  d a t a .  
In  t h i s  way ,  i t  w i l l  be p o s s i b l e  t o  examine the e x t e n t  t o  
whi ch Ben S i r a ' s  model  a p p l i e s  t o  a sample o f  p a t i e n t s  a t  
the t i me  o f  s e e k i n g  c a r e .  The p a t t e r n  o f  r e s u l t s  f ou n d  in
the c l i n i c  do not  c o n s i s t e n t l y  s u p p o r t  Ben S i r a ' s  m o d e l .
In a d d i t i o n ,  i t  i s  a rgued in t h i s  c h a p t e r  t h a t  t h e r e  a re  
o t h e r  methods in s u r v e y  a n a l y s i s ,  no t  used by Ben S i r a ,  by 
means o f  which  such d a t a  may be a n a l y s e d ,  e s p e c i a l l y  where  
a c au s a l  h y p o t h e s i s  i s  b e i n g  e xa mi ne d .  When the c l i n i c  
p a t i e n t s '  v ie ws  a r e  examined by a l t e r n a t i v e  means,  s p e c i f i c  
q u e s t i o n s  emerge as t o  the v a l i d i t y  o f  Ben S i r a ' s  mo d e l .
S a t i s f a c t i o n  s co r e s  in the sample
B e f o r e  Ben S i r a ' s  approach t o  the a n a l y s i s  o f  
s a t i s f a c t i o n  d a t a  i s  employed,  a summary o f  the r e s u l t s  of
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the p a t i e n t  s a t i s f a c t i o n  q u e s t i o n n a i r e  i s  g i v e n .  I t  may be 
n o t e d  t h a t ,  in the p u b l i c a t i o n s  exami ned  here  (Ben  
S i r a , 1 9 7 6 ;  1 9 8 0 ) ,  the raw f r e q u e n c i e s  o f  s a t i s f a c t i o n  
s c o r e s ,  and z e r o  o r d e r  c o r r e l a t i o n s  a re  not  g i v e n  by Ben 
S i r a .  T h i s  makes an e v a l u a t i o n  o f  h i s  r e s u l t s  d i f f i c u l t .  
P a t i e n t  s a t i s f a c t i o n  s u r vey  r e s u l t s  a r e  i n v a r i a b l y  
p o s i t i v e l y  skewed in t h a t  f ew p a t i e n t s  e x p r e s s  
d i s s a t i s f a c t i o n .  Moreover  s o c i a l  and demographic  v a r i a b l e s  
e x e r t  s i g n i f i c a n t  i n f l u e n c e  in z e r o  o r d e r  c o r r e l a t i o n s .  
However n e i t h e r  f a c t o r  i s  d i r e c t l y  d i s c u s s e d  in r e l a t i o n  t o  
h i s  s u r v e y  d a t a .  Thus compar i sons  o f  t h i s  a s p e c t  o f  the  
r e s u l t s  in the  two s t u d i e s  c annot  be made.  The r e s u l t s  o f  
the p a t i e n t  s a t i s f a c t i o n  q u e s t i o n n a i r e  a d m i n i s t e r e d  t o  the  
STD c l i n i c  sample can however be compared w i t h  r e s u l t s  
o b t a i n e d  by L i nn  and G r e e n f i e l d  ( 1 9 8 2 )  in t h e i r  a ss essment s  
of  p a t i e n t s '  v i e w s  u s i n g  the same i n s t r u m e n t .  T h e i r  
i n v e s t i g a t i o n  was o f  the v ie w s  o f  p a t i e n t s  a t t e n d i n g  
c l i n i c s  in Rheumat o l ogy ,  C a r d i o l o g y ,  E n d o c r i n o l o g y  and 
Genera l  M e d i c i n e .  Thus the range  o f  h e a l t h  p r ob l ems  a r e  
q u i t e  d i f f e r e n t  f rom the STD c l i n i c ,  and the a v e r a ge  age o f  
p a t i e n t s  h i g h e r .  N e v e r t h e l e s s ,  a compar i son o f  the  
f r e q u e n c i e s  o f  r e s u l t s  in the two s t u d i e s  o f f e r s  some 
i n d i c a t i o n  as t o  w h e t h e r  STD c l i n i c  a t t e n d e r s '  r e s po n s e s  
were s i g n i f i c a n t l y  d i f f e r e n t  f rom o t h e r  med i ca l  
p o p u l a t i o n s .  The r e s u l t s  o f  the s a t i s f a c t i o n  q u e s t i o n n a i r e  
are  shown in T a b l e  15 t o g e t h e r  w i t h  the r e s u l t s  o b t a i n e d  by 
Li nn  and G r e e n f i e l d .  The f i g u r e s  in p a r e n t h e s e s  a r e  the  
r e s u l t s  o f  L i nn  and G r e n f i e l d ' s  s t u d y  u s i n g  the  same 
i n s t r u m e n t .
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The f i r s t  p o i n t  t o  be n o t e d  i s  t h a t  on a l l  i t ems  
o n l y  20% or  l e s s  o f  the STD c l i n i c  a t t e n d e r s  a r e  
d i s s a t i s f i e d  w i t h  c a r e .  As in v i r t u a l l y  a l l  p a t i e n t  
s a t i s f a c t i o n  s u r v e y s ,  the m a j o r i t y  o f  r e s p o n d e n t s  e x p r e s s  
p o s i t i v e  s a t i s f a c t i o n  w i t h  t h e i r  c a r e .  The compar i son  
w i t h  L i n n  and G r e e n f i e l d ' s  r e s u l t s  i n d i c a t e s  a s i m i l a r  
l e v e l  o f  o v e r a l l  s a t i s f a c t i o n  in the  two s amp l e s .  T h e r e  a r e  
a l s o  a f ew s p e c i f i c  s i m i l a r i t i e s  between the two s amp l e s .  
Thus the  i t e m t h a t  e l i c i t e d  the most  f a v o u r a b l e  r esponse  
was the  same f o r  both samples  -  the i t em c o n c e r n i n g  v ie ws  
about  n u r s e s .  Both samples  e x p r e s s  r e l a t i v e l y  l e s s  
s a t i s f a c t i o n  w i t h  r e g a r d  t o  i t em 16 -  a s s e s s i n g  the  impact  
of  c a r e  upon t h e i r  h e a l t h .
On the o t h e r  hand e s p e c i a l l y  w i t h  i tems  on ' t h e  a r t  
of  c a r e '  and ' e f f i c a c y  o f  c a r e ' ,  the STD c l i n i c  a t t e n d e r s  
appear  more d i s s a t i s f i e d ,  a l t h o u g h  the  d i f f e r e n c e s  between  
the two sampl es  a r e  not  l a r g e .  W i t h  two i tems  w i t h  r e g a r d  
the t e c h n i c a l  q u a l i t y  of  c a r e ,  the p a t t e r n  i s  r e v e r s e d .
The STD c l i n i c  a t t e n d e r s  were  somewhat more s a t i s f i e d  than  
Linn and G r e e n f i e l d ' s  sample w i t h  v ie w s  in r e l a t i o n  t o  the  
d o c t o r s '  l e v e l  o f  e x p e r i e n c e  and l e v e l  o f  o r g a n i s a t i o n .
One r eas o n  t h a t  the STD c l i n i c  a t t e n d e r s  e x p r e s s  somewhat  
l e s s  s a t i s f a c t i o n  about  the t e c h n i c a l  q u a l i t y  and e f f i c a c y  
of  c a r e  may be the f a c t  t h a t  t h e y  a r e  a younger  sample and,  
as i n d i c a t e d  in c h a p t e r  one ,  t h e r e f o r e  somewhat more 
w i l l i n g  t o  e x p r e s s  n e g a t i v e  a t t i t u d e s  in r e l a t i o n  t o  h e a l t h  
c a r e .  I n  g e n e r a l  t erms i t  may be s a i d  t h a t  the  sample  
e x p r e s s e s  a p a t t e r n  o f  v i e ws  t h a t  a re  t y p i c a l  o f  such 
s u r v e y s .
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S i mp l e  a s s o c i a t i o n s  between s a t i s f a c t i o n  and s o c i a l  
and demogr aph i c  v a r i a b l e s  t o g e t h e r  w i t h  the o v e r a l l  s co r e  
' p o s s i b l e  p s y c h i a t r i c  c a s e n e s s '  (GHQ) a r e  f i r s t  exami ned .
To make the  p r e s e n t a t i o n  o f  a s s o c i a t i o n s  m a n a g e a b l e ,  the  
t h r e e  a d d i t i v e  s c a l e s  o f  s a t i s f a c t i o n  employed by L i nn  and  
G r e e n f i e l d  a r e  exami ned .  The r e s u l t s  ( T a b l e  16)  i n d i c a t e  
no s i g n i f i c a n t  d i f f e r e n c e s  f o r  s e v e r a l  o f  the  demograph ic  
v a r i a b l e s  such as s o c i a l  c l a s s  and s e x .  The absence o f  any  
a s s o c i a t i o n  between age and s a t i s f a c t i o n  s c a l e s  s ho u l d  be 
commented upon,  g i v en  t h a t  age i s  one o f  the demograph ic  
v a r i a b l e s  wh i ch  i s  somet imes found t o  be l i n k e d  w i t h  
s a t i s f a c t i o n .  However t h i s  sample c o n t a i n e d  v e r y  few o l d e r  
p a t i e n t s ,  and i t  i s  t h i s  group which  n o r m a l l y  e x p r e s s e s  
more p o s i t i v e  s a t i s f a c t i o n  s c o r e s .  T h e r e  i s  however  a weak  
but  s i g n i f i c a n t  a s s o c i a t i o n  w i t h  e d u c a t i o n ,  w i t h  more 
e d u c a t e d  r e s p o n d e n t s  more f r e q u e n t l y  e x p r e s s i n g  
d i s s a t i s f a c t i o n  w i t h  the  a r t  and t e c h n i c a l  q u a l i t y  o f  c a r e .  
T h i s  i s  c o n s i s t e n t  w i t h  o t h e r  s t u d i e s  c i t e d  in c h a p t e r  one .  
The o t h e r  s o c i a l  v a r i a b l e  in which s i g n i f i c a n t  d i f f e r e n c e s  
o c c u r r e d  was sexua l  o r i e n t a t i o n  amongst  m a l e s ;  h e t e r o s e x u a l  
a t t e n d e r s  were  more f r e q u e n t l y  d i s s a t i s f i e d  w i t h  the  
e f f i c a c y  o f  c a r e ,  compared w i t h  homosexua l s .  The most  
c o n s i s t e n t  s e t  o f  d i f f e r e n c e s  can be seen between p a t i e n t s  
who had a t t e n d e d  the c l i n i c  p r e v i o u s l y  ( ' o l d  p a t i e n t s ' )  
who were  more d i s s a t i s f i e d  w i t h  the c l i n i c  than p a t i e n t s  
a t t e n d i n g  the  c l i n i c  f o r  the f i r s t  t i me  ( ' n e w  p a t i e n t s ' ) .  
The i n t e r p r e t a t i o n  o f  these  d i f f e r e n c e s  i s  not  c l e a r  a t  
t h i s  s t a g e  and d i s c u s s i o n  i s  pos t poned  u n t i l  l a t e r  in t h i s  
s e c t i o n  o f  the t h e s i s .
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P o s s i b l e  d i f f e r e n c e s  in l e v e l s  o f  s a t i s f a c t i o n  
between p a t i e n t s  w i t h  d i f f e r e n t  d i a g n o s e s  were  e xa mi ned .  
Each o f  the  d i a g n o s t i c  c a t e g o r i e s  was ccxnpared in t u r n  w i t h  
the r e s t  o f  the samp l e .  No s i g n i f i c a n t  d i f f e r e n c e s  were  
f o u n d  f o r  any o f  the t h r e e  s a t i s f a c t i o n  s c a l e s  between any  
o f  the  d i a g n o s t i c  g r o u p s .
F i n a l l y  those w i t h  ' p o s s i b l e  p s y c h i a t r i c  c a s e n e s s '  
were more d i s s a t i s f i e d  w i t h  the t e c h n i c a l  q u a l i t y  and the  
e f f i c a c y  o f  c a r e .  The a s s o c i a t i o n  o f  p a t i e n t  
d i s s a t i s f a c t i o n  w i t h  p s y c h o l o g i c a l  u n h a pp i n e s s  or  
d i s t u r b a n c e  i s  f ound in the s t u d y  o f  n e u r o l o g i c a l  c l i n i c s  
r e p o r t e d  in the f i r s t  h a l f  o f  t h i s  t h e s i s .  S i m i l a r l y  L i nn  
and G r e e n f i e l d  ( 1 9 8 2 )  r e p o r t  t h a t  d e p r e s s e d  p a t i e n t s  were  
more d i s s a t i s f i e d  w i t h  c a r e .  On l y  a few o t h e r  s t u d i e s  have  
e xami ned  the a s s o c i a t i o n  of  p a t i e n t  s a t i s f a c t i o n  and  
a s p e c t s  o f  menta l  h e a l t h  ( Lebow, 1 9 8 2 ) .  G r e e n l e y  e t  a l .  
o bs er ve  t h a t ,  in v i e w  o f  the f a c t  t h a t  s e r v i c e  p r o v i d e r s  
f i n d  the  p s y c h o l o g i c a l l y  d i s t u r b e d  and d i s a t i s f i e d  c l i e n t  
p a r t i c u l a r l y  d i f f i c u l t  to  h e l p ,  i t  i s  s u p r i s i n g  t h a t  ' n o  
p r i o r  e m p i r i c a l  r e s e a r c h  has f o c u s e d  s p e c i f i c a l l y  on 
p a t i e n t s '  p s y c h o l o g i c a l  d i s t r e s s  and s a t i s f a c t i o n  w i t h  
s e r v i c e s '  ( G r e e n l e y  e t  a l . ,  1 9 8 2 : 3 7 4 ) .  The
i n t e r p r e t a t a t i o n  of  the a s s o c i a t i o n s  f ound  in t h i s  s t u d y  i s  
p os t poned  u n t i l  a f t e r  f u r t h e r  a n a l y s i s  o f  the d a t a .
An e m p i r i c a l  e x p l o r a t i o n  of  Ben S i r a ' s  model
The d a t a  on s a t i s f a c t i o n  in t he  c l i n i c  were  o f
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p a r t i c u l a r  i n t e r e s t  in e x a m i n i n g  the  v a l u e  o f  Ben S i r a ' s  
model  o f  p a t i e n t s  a t t e n d i n g  m e d i c a l  c a r e .  T h i s  s e c t i o n  now 
exami nes  t h a t  i s s u e .  Ben S i r a  a d o p t s  two a ppr oac he s  t o  
t e s t i n g  h i s  h y po t h e s e s  w i t h  r e g a r d  t o  the r e l a t i o n s h i p  
between s a t i s f a c t i o n  w i t h  a f f e c t i v e  b e h a v i o u r  and 
s a t i s f a c t i o n  w i t h  med i ca l  t r e a t m e n t .  F i r s t l y  he e xami nes  
the o v e r a l l  c o r r e l a t i o n s  between the  two s e t s  o f  v a r i a b l e s .  
He shows ( 1 9 7 6 )  t h a t  measures  o f  s a t i s f a c t i o n  w i t h  
a f f e c t i v e  b e h a v i o u r  c o r r e l a t e  h i g h l y  w i t h  s a t i s f a c t i o n  w i t h  
me di c a l  t r e a t m e n t .  In a d d i t i o n  t o  such o v e r a l l  
c o r r e l a t i o n s ,  the second approach  i s  t o  examine the  
s t r e n g t h  o f  c o r r e l a t i o n s  in d i f f e r e n t  s u b - g r o u p s  s e l e c t e d  
in acc o r da n ce  w i t h  h i s  t h e o r y .  Thus c o r r e l a t i o n s  between  
s a t i s f a c t i o n  w i t h  ' a f f e c t i v e '  and ' i n s t r u m e n t a l '  i t e ms  a re  
examined s e p e r a t e l y  f o r  those w i t h  d i f f e r i n g  l e v e l s  o f  
e d u c a t i o n .  The same approach i s  a d o p t e d  here  t o  examine  
the r e l e v a n c e  o f  Ben S i r a ' s  t h e o r y  t o  the STD c l i n i c  
a t t e n d e r s .  However ,  t h i s  k i n d  o f  ' s p e c i f i c a t i o n '  o f  
r e l a t i o n s h i p s  i s  not  the o n l y  way in which Ben S i r a ' s  model  
can be t e s t e d  f rom such s ur v e y  d a t a .  Ben S i r a ' s  model  
c l e a r l y  s t a t e s  a number o f  c au s a l  h y p o t h e s e s ,  i n v o l v i n g  a 
smal l  number of  v a r i a b l e s ,  wh i ch  can be t e s t e d  by o t h e r  
means than s p e c i f i c a t i o n .  S u b s e q u e n t l y  i t  w i l l  be a r gu ed  
t h a t ,  in a d d i t i o n  t o  a n a l y s i s  by c o r r e l a t i o n s ,  i t  may be 
h e l p f u l  t o  e x p l o r e  the causa l  r e l a t i o n s  between v a r i a b l e s  
by means o f  the methods d e v e l o p e d  by B l a l o c k  and o t h e r s  f o r  
t e s t i n g  causa l  m o d e l s ,  by e x a m i n i n g  p a r t i a l  c o r r e l a t i o n s .
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Z e r o  o r d e r  c o r r e l a t i o n s
The f i r s t  form o f  e v i d e n c e  t h a t  can be compared  
w i t h  d a t a  p r e s e n t e d  by Ben S i r a  a r e  the  o v e r a l l  
c o r r e l a t i o n s  -  between measur es  o f  s a t i s f a c t i o n  w i t h  
a f f e c t i v e  b e h a v i o u r  and s a t i s f a c t i o n  w i t h  med i ca l  c a r e .
These a r e  r e f e r r e d  t o  t h r o u g h o u t  the  d i s c u s s i o n  as 
a t t i t u d e s  in r e l a t i o n  t o  ' a f f e c t i v e '  and ' i nst rumen t a l '  
i t ems  or  e l e m e n t s  o f  b e h a v i o u r  in accor dance  w i t h  Ben 
S i r a ' s  own use of  the d i s t i n c t i o n .
Ben S i r a  r e p o r t s  o v e r a l l  c o r r e l a t i o n s  between  
a f f e c t i v e  and i n s t r u m e n t a l  i t e ms  f r om two s t u d i e s  (Ben  
S i r a ; 197 6 ,  1980 )  and the two sampl es  produce two v e r y  
s i m i l a r  s e t s  o f  c o r r e l a t i o n s ,  t h e r e b y  p r o v i d i n g  a p p a r e n t  
w e i g h t  t o  the  o v e r a l l  approach and t h e o r y  a dopt e d  by Ben 
S i r a .  The f i g u r e s  f rom h i s  second s u r v e y  a r e  used f o r  the  
p ur pos e s  o f  compar ison in t h i s  d i s c u s s i o n .  The c o r r e l a t i o n s  
f rom Ben S i r a ' s  s t u d y  a r e  shown in T a b l e  17 .  They  can be 
compared w i t h  the c o r r e l a t i o n s  o b t a i n e d  in the STD c l i n i c  
( T a b l e  18)  u s i n g  s i m i l a r  measur es  as o u t l i n e d  in the  
p r e v i o u s  c h a p t e r .
T h e r e  a r e  a number o f  p o i n t s  to  be made about  t hese  
two s e t s  o f  c o r r e l a t i o n s .  F i r s t l y  in both Ben S i r a ' s  
g e n e r a l  p r a c t i c e  sample and the  STD c l i n i c ,  a l l  o f  the  
measures  o f  s a t i s f a c t i o n  w i t h  the d o c t o r ' s  a f f e c t i v e  
b e h a v i o u r  c o r r e l a t e  q u i t e  h i g h l y  w i t h  a l l  of  the measures  
of  s a t i s f a c t i o n  w i t h  t r e a t m e n t .  However the c o r r e l a t i o n s  
are  h i g h e r  in Ben S i r a ' s  s am p l e .  T h i s  may be because o f
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the  d i f f e r e n t  k i n d s  of  c o r r e l a t i o n  c o e f f i c i e n t  used in the  
two s t u d i e s .  The weak m o n o t o n i c i t y  c o e f f i c i e n t  used by Ben 
S i r a  t e n d s  t o  produce a b s o l u t e  l e v e l s  o f  c o r r e l a t i o n  
somewhat h i g h e r  than the P e a r s o n ' s  c o e f f i c i e n t  used in the  
STD c l i n i c  s t u d y  (Ben S i r a , 1976 ;  8 ;  1 9 8 0 : 1 7 3 ) .
S ec on d l y  in both o f  Ben S i r a ' s  sampl es ,  ' d e v o t i o n '  
was the  a f f e c t i v e  component  t h a t  most  s t r o n g l y  c o r r e l a t e d  
w i t h  i n s t r u m e n t a l  s a t i s f a c t i o n  i t e m s .  A c c o r d i n g  t o  Ben 
S i r a  i t  may t h e r e f o r e  be the most  s a l i e n t  a s p e c t  o f  a GP ' s  
b e h a v i o u r .  V i ews  about  the d o c t o r ' s  d e v o t i o n  c o n t r i b u t e  t o  
the p a t i e n t ' s  v i ews  about  ' more  d i f f u s e  and l ess  = ' r a e r v a b l e  
a r e a s  o f  the  p h y s i c i a n s  r esponse  ( s k i l l s  and g i v i n g  a 
f e e l i n g  o f  r e a s s u r a n c e ) '  (Ben S i r a ,  1 9 7 6 : 8 ) .
On the o t h e r  hand,  in both  o f  Ben S i r a ' s  s a m p l e s ,  
s a t i s f a c t i o n  w i t h  the d o c t o r ' s  i n t e r e s t  was most w e a k l y  
c o r r e l a t e d  w i t h  i n s t r u m e n t a l  i t e m s .  Y e t  s a t i s f a c t i o n  w i t h  
i n t e r e s t  was more s t r o n g l y  c o r r e l a t e d  w i t h  s a t i s f a c t i o n  
w i t h  t r e a t m e n t  than w i t h  the o t h e r  i n s t r u m e n t a l  i t ems and  
in b o t h  o f  h i s  s t u d i e s ,  Ben S i r a ' s  i n t e r p r e t a t i o n  i s  t h a t  
' t h e  p h y s i c i a n ' s  showing o f  i n t e r e s t  in the p a t i e n t  as a 
person  r e p r e s e n t s  a r e l a t i v e l y  more t a n g i b l e  f a c e t  of  
a f f e c t i v e  b e h a v i o u r  and hence i s  more s t r o n g l y  a s s o c i a t e d  
w i t h  the t e c h n i c a l  a c t i v i t i e s  c o n n e c t e d  w i t h  the t r e a t m e n t  
i t s e l f  (Ben S i r a ,  1 9 8 0 : 1 7 4 ) .
Both the ge n er a l  p r a c t i c e  and STD c l i n i c  s t u d i e s  
i n d i c a t e  t h a t  a f f e c t i v e  and i n s t r u m e n t a l  i t ems  a r e  h i g h l y  
r e l a t e d .  However t h e r e  i s  no o b v i o u s  s i m i l a r i t y  in the
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s p e c i f i c  p a t t e r n  o f  o v e r a l l  c o r r e l a t i o n s  o b t a i n e d  in Ben 
S i r a ' s  G . P .  s t u d i e s  and the STD c l i n i c  s t u d y .  In  
p a r t i c u l a r ,  whereas  d e v o t i o n  i s  i m p o r t a n t  in Ben S i r a ' s  
s t u d y ,  none o f  the a f f e c t i v e  i tems  in the STD s t u d y  a p p e a r s  
t o  be d i s t i n c t l y  s t r o n g l y  c o r r e l a t e d  w i t h  i n s t r u m e n t a l  
i t e m s .  The o n l y  a p p a r e n t  p a t t e r n  in the STD c l i n i c  s t u d y  
( T a b l e  18)  i s  f o r  s a t i s f a c t i o n  w i t h  a f f e c t i v e  i t ems t o  
c o r r e l a t e  more w i t h  ' s a t i s f a c t i o n  w i t h  r e a s s u r a n c e '  than  
w i t h  the  o t h e r  two v a r i a b l e s .  I t  m i g h t  be a rgued  t h a t  the  
o t h e r  two i t e ms  of  med i ca l  c a r e  r e p r e s e n t  more p u r e l y  
i n s t r u m e n t a l  i t ems whereas  p e r c e p t i o n s  o f  f e e l i n g s  of  
r e a s s u r a n c e  f rom the d o c t o r  r e p r e s e n t  a more a f f e c t i v e  -  
type  i t e m .  F u r t h e r  i n t e r p r e t a t i o n  o f  d i f f e r e n c e s  between  
Ben S i r a ' s  s t u d i e s  and the STD c l i n i c  s t u d y  must  a w a i t  
f u r t h e r  c o mpar i sons  between the two s e t s  o f  r e s u l t s .
However ,  in r e l a t i o n  to  the g r e a t e r  a p p a r e n t  i mpor t ance  o f  
' d e v o t i o n '  in Ben S i r a ' s  s u r v e y s ,  i t  may be sugg e s t e d  t h a t  
j ud g e me n t s  o f  d e v o t i o n  a r e  somewhat d i f f i c u l t  f o r  p a t i e n t s  
in r e l a t i o n  to  an u n f a m i l i a r  o u t - p a t i e n t  d o c t o r  such as in 
an STD c l i n i c .  The v e r y  term i m p l i e s  a degr ee  of  
c o n t i n u o u s ,  p e r so n a l  i nv o l v e me n t  by the  d o c t o r  in the  
p a t i e n t ' s  w e l f a r e  t h a t  such m e d i c i n e  n o r m a l l y  p r e c l u d e s .
On the o t h e r  hand ' d e v o t i o n '  may be a more a p p r o p r i a t e  
c oncept  in te rms o f  which  t o  Judge the  d o c t o r  in the more  
s t a b l e  and e n d u r i n g  r e l a t i o n s  o f  g e n e r a l  p r a c t i c e ,  
i n v e s t i g a t e d  by Ben S i r a .
At  t h i s  p o i n t  i t  may be s a i d ,  however ,  t h a t  d e s p i t e  
d i f f e r e n c e s  in d e t a i l  between the two s t u d i e s ,  g e n e r a l l y  
the STD c l i n i c  s t u d y  p r o v i d e s  some s u p p o r t  f o r  Ben S i r a ' s
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t h e s i s .  I n  Ben S i r a ' s  v i e w ,  h o w e ve r ,  the more e l a b o r a t e  
e v i d e n c e  in s u pp o r t  o f  h i s  t h e s i s  i s  p r o v i d e d  by the  
a n a l y s i s  o f  how the  o v e r a l l  c o r r e l a t i o n s  a r e  i n f l u e n c e d  by 
r e l a t i o n s  w i t h  t h i r d  v a r i a b l e s .  H i s  approach i s  t o  look  a t  
h i s  o r i g i n a l  c o r r e l a t i o n s  in te r ms  o f  d i f f e r e n t  v a l u e s  or  
s u b - g r o u p s  o f  t h i r d  v a r i a b l e s .
C o r r e l a t i o n s  in r e l a t i o n  t o  e d u c a t i o n
Ben S i r a  examines  s u b - g r o u p s  o f  two v a r i a b l e s ,  
e d u c a t i o n  and l e v e l  o f  h e a l t h  c o n c e r n .  F i r s t l y  the  
c o r r e l a t i o n s  between a f f e c t i v e  and i n s t r u m e n t a l  i tems  may 
be exami ned  in r e l a t i o n  to  e d u c a t i o n .  The d a t a  in Ben 
S i r a ' s  sample ( T a b l e  1?) s u p p o r t  h i s  t h e s i s  in t h a t  t h e r e  
i s  a t r e n d  o f  i n c r e a s i n g  c o r r e l a t i o n  between s a t i s f a c t i o n  
w i t h  the  d o c t o r ' s  a f f e c t i v e  and i n s t r u m e n t a l  b e h a v i o u r ,  as  
l e v e l  o f  e d u c a t i o n  d e c r e a s e s .  I n d e e d  he o b s e r v e s  t h a t  t h i s  
r o l e  o f  e d u c a t i o n  i s  g r e a t e r  than the  e f f e c t  o f  the o t h e r  
c o n t r o l  v a r i a b l e  he examines  -  c once r n  about  h e a l t h  -  in 
the sense t h a t  the d i f f e r e n c e s  between the e x t r e m e s  o f  
e d u c a t i o n  in the s t r e n g t h  o f  c o r r e l a t i o n s  a re  g r e a t e r  than  
the e x t r e m e s  w i t h  r e g a r d  t o  c o ncer n  about  h e a l t h .  T h i s  
e v i d e n c e  o f  the r o l e  o f  e d u c a t i o n  can be i n t e r p r e t e d  
a c c o r d i n g  t o  Ben S i r a  in two a l t e r n a t i v e  but  compl ement a r y  
ways,  both  o f  which s uppor t  the g e n e r a l  d i r e c t i o n  o f  h i s  
t h e o r y  o f  p a t i e n t  s a t i s f a c t i o n .  F i r s t l y  i t  may be 
remembered t h a t  a c r u c i a l  e l e m e nt  o f  h i s  t h e o r y  i s  t h a t ;
' t h e  i n c l i n a t i o n  to  j udge  the  c o n t e n t  o f  the  
p h y s i c i a n ' s  t r e a t m e n t  by the  mode o f  p r e s e n t a t i o n  i s  a 
consequence o f  p a t i e n t s '  i g n o r a n c e  o f  med i ca l  
t e c h n i q u e s  and hence i n c a p a b i l i t y  o f  j u d g i n g  the  
c o n t e n t  o f  the p h y s i c i a n ' s  r esponse  d u r i n g  the course  
o f  the  i n t e r a c t i o n  w i t h  the G . P . '  (Ben S i r a ,  1 9 8 0 : 1 7 1 )
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As he goes on to  a r g u e ,  e d u c a t i o n  may be r e g a r d e d  
as a measure  o f  an i n d i v i d u a l ' s  a b i l i t y  t o  j ud ge  a 
p r o f e s s i o n a l ' s  a c t i v i t i e s .  The a b i l i t y  t o  j u d g e  the  
m ed i c a l  c o n t e n t  of  a d o c t o r ' s  a c t i v i t i e s  s e p e r a t e l y  f rom  
h i s  a f f e c t i v e  b e h a v i o u r  s ho u l d  i n c r e a s e  w i t h  e d u c a t i o n a l  
l e v e l .  Thus  the s u r v e y  r e s u l t s  o b t a i n e d  i n d i c a t e  t h a t  
e d u c a t i o n  ' h e l p s  p a t i e n t s  j udge  the p h y s i c i a n ' s  
c o n t r i b u t i o n  t o  t h e i r  goal  a c h i e v e m e n t '  (Ben S i r a ,
1980 : 1 7 5 ) .
A sec o n d ,  s l i g h t l y  more s p e c u l a t i v e  i n t e r p r e t a t i o n  
of  the r e s u l t s  i s  a l s o  p r e s e n t e d  by Ben S i r a .  He a r g u e s  
t h a t ,  f r o m  the  the p o i n t  o f  v i e w  o f  the t h e r a p e u t i c  
p r o c e s s ,  h i s  t h e o r y  o f  p a t i e n t  s a t i s f a c t i o n  and the  
e v i d e n c e  t h a t  s u p p o r t s  i t  ' w o u l d  s t r e s s  t h a t  the  l ower  a 
p a t i e n t ' s  l e v e l  o f  e d u c a t i o n ,  the g r e a t e r  the need o f  
accompanyi ng t r e a t m e n t  w i t h  e mo t i o n a l  s u p p o r t  '  (Ben S i r a ,  
1 9 8 0 : 1 7 2 )  ( e m p h a s i s  a d d e d ) .  T h i s  i s  p a r t l y  e l a b o r a t e d  upon 
l a t e r  when he e x p l a i n s  t h a t  those w i t h  more e d u c a t i o n  a re  
not  o n l y  b e t t e r  a b l e  t o  e v a l u a t e  the d o c t o r ' s  c o n t r i b u t o r  
but  have more r e s o u r c e s  f o r  c op i n g  w i t h  t h e i r  h e a l t h  
p r o b l e m s .  They  a r e  t h e r e f o r e  l e s s  dependent  on the  
d o c t o r ' s  e m o t i o n a l  sup p o r t  in c op i ng  w i t h  t h e i r  i l l n e s s .
He t hus  a r g u e s  t h a t  a compl ement ary  i n t e r p r e t a t i o n  o f  the  
e d u c a t i o n a l  d i f f e r e n c e s  found in the d a t a  of  T a b l e  19 i s  as  
f o l l o w s :  ' T h e  v a r i a n c e  in the s t r e n g t h  of  the  mode -  
c o n t e n t  r e l a t i o n s h i p  may s er ve  as an i n d i c a t o r  o f  
i n c r e a s i n g  need o f  emot i ona l  s u p p o r t  t h r o u g h o u t  t h e r  
medica l  t r e a t m e n t  as s o c i a l  s t a n d i n g  i n c r e a s e s  '  (Ben S i r a ,
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1 9 8 0 : 1 7 8 ) .  I n  o t h e r  wo r ds ,  the s t ronger -  c o r r e l a t i o n s  
between a f f e c t i v e  and i n s t r u m e n t a l  i t e ms  amongst l e s s  
e d u c a t e d  r e s p o n d e n t s  may be due t o  both  t h e i r  g r e a t e r  
dependence upon a f f e c t i v e  cues f r om the d o c t o r  t o  j u d g e  the  
q u a l i t y  o f  t h e i r  c a r e  and a l s o  t h e i r  g r e a t e r  need f o r  
a f f e c t i v e  b e h a v i o u r  in the  form o f  s o c i a l  s u p p o r t  as p a r t  
o f  t h e i r  t r e a t m e n t .  T h i s  i n t e r p r e t a t i o n  i s  more  
s p e c u l a t i v e  in te rms  o f  e v i d e n c e .  To s u p p o r t  t h i s  
i n t e r p r e t a t i o n  he p o i n t s  t o  e v i d e n c e  f r om o t h e r  r e s e a r c h  
t h a t  l e s s  e d u c a t e d  i n d i v i d u a l s  e x p e r i e n c e  more s t r e s s ,  and  
p r e s e n t  p r ob l ems  t o  d o c t o r s  which have l e s s  p u r e l y  m e d i c a l  
c o n t e n t  and ,  by i m p l i c a t i o n ,  i n v o l v e  more a f f e c t i v e  n e e d s .
He a l s o  p o i n t s  t o  e v i d e n c e  ( A n t o n o v sk y  and A r i a n ,  1972 )  
t h a t  e d u c a t i o n  i s  i n v e r s e l y  r e l a t e d  t o  l e v e l s  o f  c oncer n  
about  h e a l t h  ( and  by i m p l i c a t i o n  need f o r  a f f e c t i v e  
suppor  t ) .
Ben S i r a  c r e a t e s  h i s  s u b - g r o u p s  by means o f  y e a r s  
of  s c h o o l i n g .  In  the STD c l i n i c  s t u d y ,  t h r e e  s u b - g r o u p s  o f  
s i m i l a r  s i z e  were c r e a t e d  by d i v i d i n g  the sample i n t o  t h r e e  
groups  a c c o r d i n g  t o  the l e v e l  o f  e d u c a t i o n a l  q u a l i f i c a t i o n s  
h e l d ;  ( 1 )  ' O '  l e v e l  or  l e s s  e d u c a t i o n a l  q u a l i f i c a t i o n s  ( 2 )
' A '  l e v e l s  and ( 3 )  f u r t h e r  q u a l i f i c a t i o n s .  When the STD 
c l i n i c  c o r r e l a t i o n s  a re  examined by means of  Ben S i r a ' s  
method o f  s ub - g r ou p  s p e c i f i c a t i o n  ( T a b l e  2 0 ) ,  i t  i s  c l e a r  
t h a t  t h e r e  a r e  s i m i l a r  though weaker  t r e n d s  in the same 
d i r e c t i o n .  Compar ing the e x t r e m e s  o f  e d u c a t i o n a l  l e v e l ,  
seven o f  t he  n i n e  s e t s  o f  a f f e c t i v e  -  i n s t r u m e n t a l  
c o r r e l a t i o n s  e x h i b i t  d i f f e r e n c e s  in the  d i r e c t i o n  p r e d i c t e d  
by Ben S i r a ' s  t h e o r y .  The e x c e p t i o n s  a re  the c o r r e l a t i o n s
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of  ' s a t i s f a c t i o n  w i t h  i n t e r e s t '  in r e l a t i o n  t o  ' s k i l l s '  and  
t o  ' t r e a t m e n t ' .  In  two o f  the seven c o r r e l a t i o n s  t h a t  a r e  
c o n s i s t e n t  w i t h  Ben S i r a ' s  t h e s i s  ( ' t i m e '  and ' s k i l l s ' ,  and  
' d e v o t i o n '  and ' r e a s s u r a n c e ' ) ,  the  d i f f e r e n c e s  in 
c o r r e l a t i o n s  between the e x t r e m e s  o f  e d u c a t i o n a l  l e v e l s  a r e  
g r e a t e r  than those f ound in Ben S i r a ' s  d a t a .  On the  o t h e r  
hand,  w h i l s t  the m a j o r i t y  o f  c o r r e l a t i o n s  s u p p o r t  Ben 
S i r a ' s  t h e s i s ,  i t  must a l s o  be n o t e d  t h a t  the d a t a  do not  
show t he  s t e p - w i s e  p r o g r e s s i v e  p a t t e r n s  w i t h  c h a n g i n g  
l e v e l s  o f  e d u c a t i o n  t h a t  a r e  f ound  more c o n s i s t e n t l y  in Ben 
S i r a ' s  d a t a .  N e v e r t h e l e s s  a t  t h i s  p o i n t  the o v e r a l l  
p a t t e r n  o f  r e s u l t s  appear  c o n s i s t e n t  w i t h  Ben S i r a ' s  
r e s u l t s .  I t  has a l r e a d y  been o b s e r v e d  t h a t  the sample  
h o l d s  q u i t e  h i gh  l e v e l s  o f  e d u c a t i o n a l  q u a l i f i c a t i o n s  and  
may n o t  have the f u l l  range  o f  e d u c a t i o n a l  e x p e r i e n c e  
n e c e s s a r y  t o  e x h i b i t  the i n t e r a c t i o n s  i d e n t i f i e d  in Ben 
S i r a ' s  s t u d i e s .
C o r r e l a t i o n s  in r e l a t i o n  t o  h e a l t h  concern
The second v a r i a b l e  t o  be c o n s i d e r e d  in r e l a t i o n  t o  
s a t i s f a c t i o n  i s  t h a t  of  concern  about  h e a l t h .  I t  was 
ar gued  in the l a s t  c h a p t e r  t h a t  t h e r e  a re  c o n s i d e r a b l e  
i n c o n s i s t e n c i e s  between the t h e o r e t i c a l  and e m p i r i c a l  
approach t o  concern  about  h e a l t h  a d o p t e d  by Ben S i r a .  In  
h i s  t h e o r e t i c a l  model  he d i s c u s s e s  the concept  in t e r ms  o f  
c o n ce r ns  about  the p r e s e n t i n g  p r ob l em a t  the t ime o f  
c o n s u l t a t i o n .  In h i s  s ur ve y  howe ve r ,  he asks about  
c u r r e n t  concer n  w i t h  the q u e s t i o n :  ' T o  what  e x t e n t  a r e  you 
w o r r i e d  about  the s t a t e  of  your  h e a l t h ? '  T h r e e  g r oups  a r e
Page 284
f o r me d :  w o r r i e d ,  not  w o r r i e d ,  and d e f i n i t e l y  not  w o r r i e d .
The c o r r e l a t i o n s  t h a t  Ben S i r a  o b t a i n e d  between a f f e c t i v e  
and i n s t r u m e n t a l  i tems by s u b - g r o u p s  o f  concer n  about  
h e a l t h  ( T a b l e  21)  i n d i c a t e  weak but  c o n s i s t e n t  t r e n d s  in  
the d i r e c t i o n  p r e d i c t e d  by h i s  t h e o r y ;  as c o ncer n  about  
h e a l t h  i n c r e a s e s  the  s t r e n g t h  o f  the c o r r e l a t i o n s  between  
the two t y p e s  o f  s a t i s f a c t i o n  v a r i a b l e s  i n c r e a s e s .  As 
o b s e r v e d  above ,  in h i s  r e s u l t s ,  ' i n t e r e s t '  i s  the  a f f e c t i v e  
b e h a v i o u r  t h a t  most  w e a k l y  c o r r e l a t e s  w i t h  i n s t r u m e n t a l  
i t ems  o v e r a l l .  I n  r e l a t i o n  t o  concern  about  h e a l t h  
h o w e ve r ,  Ben S i r a  u n d e r l i n e s  the f i n d i n g  t h a t  i n t e r e s t :
' h a s  the  r e l a t i v e l y  s t r o n g e s t  a s s o c i a t i o n  w i t h  ' t r e a t m e n t '  
f o r  t hose  w o r r i e d  about  t h e i r  h e a l t h . . . t h e  p h y s i c i a n ' s  
showing o f  i n t e r e s t  in the p a t i e n t  as a person r e p r e s e n t s  a 
r e l a t i v e l y  more t a n g i b l e  f a c e t  o f  a f f e c t i v e  b e h a v i o u r  and  
hence i s  more s t r o n g l y  a s s o c i a t e d  w i t h  the t e c h n i c a l  
a c t i v i t i e s  c o nn e c t e d  w i t h  the t r e a t m e n t  i t s e l f '  (Ben S i r a ,  
1 9 8 0 : 1 7 4 ) .  He goes on t o  argue  t h a t  t h i s  r e s u l t  ' s t r e s s e s  
a g a i n  the  s i g n i f i c a n c e  f o r  e m o t i o n a l l y  i n v o l v e d  p a t i e n t s  o f  
the p h y s i c i a n ' s  ' i n t e r e s t '  in t h e i r  p rob l ems in these  
p a t i e n t s '  e v a l u a t i o n s  o f  the q u a l i t y  o f  the t r e a t m e n t '  (Ben  
S i r a ,  1 9 8 0 : 1 7 4 ) .  Such p e r c e p t i o n s  may in t u r n  i n f l u e n c e  
f u r t h e r  outcomes such as c o m p l i a nc e  and the r e c o v e r y  
p r o c e s s .
I t  i s  a g a i n  wor th  u n d e r l i n i n g  the t h e o r e t i c a l  
i n t e r p r e t a t i o n  p l a c e d  upon the e v i d e n c e .  As w i t h  h i s  v i e w s  
on the  r o l e  o f  e d u c a t i o n  in r e l a t i o n  t o  s a t i s f a c t i o n ,  the  
e m o t i o n a l  i nv o l v e me n t  o f  a p a t i e n t  in h i s  or  h e r  i l l n e s s  i s  
t aken  t o  r e s u l t  in needs f o r  e m o t i o n a l  s u p p o r t .  Thus the
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more e m o t i o n a l l y  i n v o l v e d ,  i . e .  c o ncer ned  about  h e a l t h ,  the  
g r e a t e r  i s  the need f o r  s u p p o r t .  A c r u c i a l ,  but  u n e x p l o r e d  
s t e p  in the argument  i s  t h a t  i t  i s  p r i m a r i l y  the p a t i e n t ' s  
p e r c e p t i o n s  o f  the d o c t o r ' s  a f f e c t i v e  b e h a v i o u r  t h a t  
i n f l u e n c e  t h i s  p a r t  o f  the p a t i e n t ' s  e v a l u a t i o n  o f  
outcomes;  as Ben S i r a  p u t s  i t  ' t h e i r  s u b j e c t i v e  f e e l i n g  o f  
improvement  w i l l  in l a r g e  measure  be d e t e r m i n e d  by the  
G . P . s  success  in r e l i e v i n g  t h e i r  a n x i e t y '  (Ben S i r a ,  
1 9 8 0 : 1 7 1 ) .
Because o f  the a m b i g u i t i e s  in Ben S i r a ' s  use o f  the  
c o n ce p t  of  h e a l t h  c o n c e r n ,  two a l t e r n a t i v e  a pp r oac h e s  t o  
t h i s  concept  were exami ned in r e l a t i o n  t o  s a t i s f a c t i o n  in 
the STD c l i n i c  s t u d y .  F i r s t l y  a measure was a do p t e d  w h i ch  
d i r e c t l y  examined the i n f l u e n c e  o f  c once r ns  in r e l a t i o n  t o  
the p a r t i c u l a r  h e a l t h  p r ob l em p r e s e n t e d  in the c l i n i c ;  a 
second measure was a d o p t e d  wh i ch  examined the i n f l u e n c e  o f  
more g e n e r a l  and s t a b l e  l e v e l s  o f  co n ce r ns  about  h e a l t h .
To examine the i n f l u e n c e  o f  d i f f e r e n t  l e v e l s  o f  
c oncern  about  h e a l t h  in r e l a t i o n  t o  the p r e s e n t i n g  p r o b l e m ,  
the r e s p o n s e s  were used o f  the  n i n e  i t em I l l n e s s  Concern  
Q u e s t i o n n a i r e  which asked p a t i e n t s  about  d i f f e r e n t  s p e c i f i c  
c o n ce r ns  t hey  mi ght  have in the r e l a t i o n  t o  the p r ob l em  
t hey  were  p r e s e n t i n g  to  the  c l i n i c .  I t  may be n o t e d  t h a t  
many o f  the i t ems in the I l l n e s s  Concern Q u e s t i o n n a i r e  
a d d r es s  s i m i l a r  I ss u e s  t o  those  i n c l u d e d  in Ben S i r a ' s  
concept  of  ' t h e  s t r e s s  p o t e n t i a l '  (Ben S i r a , 1 9 8 2 a )  o f  
p r e s e n t i n g  p r ob l ems:  the s e r i o u s n e s s  o f  the p r ob l e m;  the  
e x t e n t  to  which the i n d i v i d u a l  t h i n k s  about  and w o r r i e s
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about  the p r ob l em;  w he t he r  the  i n d i v i d u a l  f e e l s  c a p a b l e  o f  
s o l v i n g  the p r ob l e m.  The L i k e r t  type  r esp o n s e s  t o  the  
I l l n e s s  Concern Q u e s t i o n n a i r e  were  summed in a s i m p l e  
a d d i t i v e  f a s h i o n  to  f or m a s i n g l e  index o f  i n c r e a s i n g  
l e v e l s  o f  concern w i t h  a range  o f  p o s s i b l e  s c o r e s  f r o m  9 
(No c o n c e r n s )  t o  34 ( H i g h  l e v e l  o f  c o n c e r n s ) .  T h r e e  
a p p r o x i m a t e l y  equal  g roups  were  then formed f rom t h i s  index  
of  h i g h ,  medium and low l e v e l s  o f  h e a l t h  c o n c e r n .  The  
c o r r e l a t i o n s  between s a t i s f a c t i o n  i t ems  in the t h r e e  
s u b - g r o u p s  thus formed a r e  shown in T a b l e  22 .  I n  the  case  
of  c o r r e l a t i o n s  between s a t i s f a c t i o n  w i t h  a f f e c t i v e  
b e h a v i o u r  and two o f  the t h r e e  i n s t r u m e n t a l  i t e ms  -  s k i l l s  
and r e a s s u r a n c e  -  t h e r e  a re  no t r e n d s  in the p r e d i c t e d  
d i r e c t i o n .  I n de e d ,  f o r  a l l  s i x  c o r r e l a t i o n s  between  
a f f e c t i v e  i t ems  and ' s k i l l s '  and ' r e a s s u r a n c e ' ,  the  t r e n d s  
a r e  c l e a r l y  in the d i r e c t i o n  o f  c o r r e l a t i o n s  b e i n g  wea k er  
as l e v e l  o f  concern about  h e a l t h  i n c r e a s e s  . I n  two  
c o r r e l a t i o n s  -  those o f  ' t i m e '  w i t h  ' s k i l l s '  and ' t i m e '  
w i t h  ' r e a s s u r a n c e ' -  the d i f f e r e n c e s  between e x t r e m e s  o f  
concern  about  h e a l t h  a r e  not  o n l y  in the o p p o s i t e  d i r e c t i o n  
but  s l i g h t l y  l a r g e r  than the e q u i v a l e n t  d i f f e r e n c e s  in Ben 
S i r a ' s  d a t a .  On the o t h e r  hand s u p p o r t  f o r  Ben S i r a ' s  
t h e o r y  i s  p r o v i d e d  w i t h  r e g a r d  t o  the t h i r d  i n s t r u m e n t a l  
i t em -  med ica l  t r e a t m e n t  -  in which  the c o r r e l a t i o n s  
i n c r e a s e  in the p r e d i c t e d  d i r e c t i o n  o f  i n c r e a s i n g  h e a l t h  
c o n c e r n .  Moreover  the d i f e r e n c e s  between the l o w es t  and  
h i g h e s t  l e v e l s  of  h e a l t h  c oncer n  a re  g r e a t e r  in the case o f  
two a f f e c t i v e  i tems ( t i m e  and d e v o t i o n )  than i s  the case in 
the e q u i v a l e n t  c o r r e l a t i o n s  in Ben S i r a ' s  d a t a .
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Thus w i t h  r e g a r d  t o  the  r o l e  o f  h e a l t h  con ce r n  in 
the f i r s t  sense -  c oncer n  about  the p r e s e n t i n g  p r ob l e m -  i t  
w oul d  appear  t h a t  p e r c e p t i o n s  o f  a f f e c t i v e  b e h a v i o u r  a r e  
not  more s t r o n g l y  a s s o c i a t e d  w i t h  p e r c e p t i o n s  o f  the s k i l l s  
of  the  d o c t o r  as i n d i v i d u a l s  become more c o n c e r n e d  about  
the p r e s e n t i n g  p r o b l e m .  P e r c e p t i o n s  o f  a f f e c t i v e  b e h a v i o u r  
a re  however  i n c r e a s i n g l y  a s s o c i a t e d  w i t h  p e r c e p t i o n s  o f  the  
q u a l i t y  o f  t r e a t m e n t  as the i n d i v i d u a l  becomes more  
c o n c e r n e d  in r e l a t i o n  t o  the p r e s e n t i n g  p r o b l e m .  The 
a f f e c t i v e  i tems t h a t  a re  c o r r e l a t e d  most s t r o n g l y  w i t h  
t r e a t m e n t  in the STD d a t a  a r e  ' d e v o t i o n '  and ' t i m e '  w h e re a s  
' i n t e r e s t '  i s  the most  h i g h l y  c o r r e l a t e d  w i t h  t r e a t m e n t  in 
Ben S i r a ' s  d a t a .
S t r o n g e r  s u p p o r t  f o r  Ben S i r a ' s  t h e s i s  can be f ou n d  
in r e l a t i o n  t o  the second measurement  o f  concer n  about  
h e a l t h  -  g e ner a l  concer n  about  h e a l t h .  The second measure  
of  c oncer n  about  h e a l t h  exami ned in the sample i s  the s c a l e  
of  the  IBQ termed ' G e n e r a l  H y p o c h o d r i a s i s '  and d e s c r i b e d  as  
' a g e n e r a l  f a c t o r  marked by p hob i c  concern about  o n e ' s  
s t a t e  o f  h e a l t h ' ( P i l o w s k y  and Spence,  1 9 8 3 : 3 ) .  P a t i e n t s  
were a s s i g n e d  t o  one o f  t h r e e  groups  a c c o r d i n g  t o  t h e i r  
s cor e  on t h i s  s c a l e .  I n  t h i s  case ( T a b l e  2 3 ) ,  t h e r e  a r e  
t r e n d s  in r e l a t i o n  t o  a l l  t h r e e  i n s t r u m e n t a l  i t e ms  in the  
d i r e c t i o n  o f  Ben S i r a ' s  t h e o r y .  I f  one c o n s i d e r s  a g a i n  the  
e x t r e m e s  o f  concern in r e l a t i o n  t o  h e a l t h ,  in s i x  out  o f  
n i n e  c o r r e l a t i o n s  the c o r r e l a t i o n s  i n c r e a s e  as l e v e l  o f  
c oncern  about  h e a l t h  i n c r e a s e s .  The amount o f  i n c r e a s e  i s
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s l i g h t l y  g r e a t e r  ( c o m p a r i n g  the  e x t r em e s  o f  h e a l t h  c o n c e r n )  
in the  c o r r e l a t i o n s  between a f f e c t i v e  i t ems and s k i l l s  than  
in the  c o r r e l a t i o n s  between a f f e c t i v e  i t ems  and t r e a t m e n t .
I n  compar i son w i t h  Ben S i r a ' s  r e s u l t s  however ,  i t  has t o  be 
s a i d  t h a t  the s i z e  o f  the d i f f e r e n c e s  in c o r r e l a t i o n s  
between e x t r e m e s  i s  g e n e r a l l y  not  as g r e a t  as  those  f o u n d  
in h i s  d a t a .  Mo r eo v er  o n l y  one c o r r e l a t i o n  -  ' i n t e r e s t '  and  
' s k i l l s '  e x h i b i t s  the p r o g r e s s i v e  s t e p - w i s e  i n c r e a s e  w i t h  
l e v e l  o f  concern  t h a t  i s  c h a r a c t e r i s t i c  o f  Ben S i r a ' s  
r e s u I t s .
Summary of  s p e c i f i c a t i o n s  in the STD c l i n i c  s t u d y
The e x t e n t  t o  whi ch  the  above s e t s  o f  c o r r e l a t i o n s  
p r o v i d e  s up p o r t  f o r  Ben S i r a ' s  t h e o r y  i s  a complex  
q u e s t i o n .  F i r s t l y  the d a t a  on e d u c a t i o n  can be c o n s i d e r e d .  
G e n e r a l l y  the STD c l i n i c  d a t a  do a p p a r e n t l y  p r o v i d e  s u p p o r t  
f o r  Ben S i r a ' s  t h e s i s  because t h e r e  i s  a c o n s i s t e n t  t r e n d  
f o r  c o r r e l a t i o n s  between a f f e c t i v e  and i n s t r u m e n t a l  i t e ms  
to  be s t r o n g e r  as l e v e l  o f  e d u c a t i o n  d e c l i n e s .  I t  s h o u l d  be
u n d e r l i n e d  t h a t  the sample as a whole  was q u i t e  h i g h l y
e d u c a t e d  so t h a t  i t  i s  p o s s i b l e  t h a t  e d u c a t i o n a l  e f f e c t s  o f
the k i n d  i d e n t i f i e d  by Ben S i r a  were t h e r e b y  d i s s i p a t e d .
Ben S i r a  p r e s e n t s  two d i f f f e r e n t ,  a l t h o u g h  no t  i n c o n s i s t e n t  
i n t e r p r e t a t i o n s  o f  the e d u c a t i o n a l  e f f e c t s  in acc o r da n ce  
w i t h  the  o v e r a l l  t h r u s t  o f  h i s  own approach but  t h e r e  i s  
l i t t l e  in the STD c l i n i c  r e s u l t s  t h a t  f a c i l i t a t e  
t h e o r e t i c a l  i n t e r p r e t a t i o n  o f  the e d u c a t i o n a l  e f f e c t s  a t  
t h i s  p o i n t  in the a n a l y s i s .
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The o t h e r  component  o f  Ben S i r a ' s  t h e s i s  exami ned  
her e  i s  the  r o l e  o f  concern  about  h e a l t h .  T h i s  c o n c e p t ,  i t  
has been a r g u e d ,  has a t  l e a s t  two components;  ( 1 )  c oncer n  
about  o n e ' s  h e a l t h  a r i s i n g  f rom the p r e s e n t i n g  p r o b l e m ,  and
( 2 )  g e n e r a l  and more s t a b l e  l e v e l s  o f  concer n  or  w o r r y  
about  o n e ' s  h e a l t h .  The f o r m e r  i s  more t h e o r e t i c a l l y  
r e l e v a n t  t o  Ben S i r a ' s  t h e s i s  in t h a t  i t  i s  ' t h e  p a t i e n t ' s  
e v a l u a t i o n  o f  the me an i ng ,  s e r i o u s n e s s ,  and p o s s i b l e  
outcomes ' ( B e n  S i r a ,  1 9 8 0 : 1 7 1 )  o f  the d i s e a s e  t h a t  he 
p r e s e n t s  t o  the d o c t o r  t o  whi ch  the l a t t e r ' s  a f f e c t i v e  
b e h a v i o u r  i s  a d d r es s e d .  On the o t h e r  hand,  Ben S i r a ' s  
approach t o  the measurement  o f  h e a l t h  concer n  was t o  r e l y  
on more g e n e r a l  and more s t a b l e  l e v e l s  o f  h e a l t h  c once r n  t o  
t e s t  h i s  t h e o r y .  The main ground f o r  v i e w i n g  h e a l t h  
c o n c e rn s  as s t a b l e  i s ,  a c c o r d i n g  t o  Ben S i r a ,  t h a t  h e a l t h  
c o n c e rn s  a r e  a s s o c i a t e d  w i t h  s o c i a l  s t a n d i n g ,  and t h a t  
s o c i a l  s t a n d i n g  i s  a s t a b l e  a t t r i b u t e .
The STD c l i n i c  s t u d y  was a b l e  t o  a ss e s s  the  
i n f l u e n c e  o f  both t y p e s  o f  h e a l t h  concern  upon j u dg e me n t s  
of  s a t i s f a c t i o n .  The more c o n s i s t e n t  s u p p o r t  f o r  Ben 
S i r a ' s  t h e s i s  was found  when p a t i e n t s '  g e n e r a l  l e v e l  o f  
concern  about  h e a l t h  were  measured r a t h e r  than concer n  in 
r e l a t i o n  t o  the p r e s e n t i n g  p r ob l e m .  For  two t h i r d s  o f  
c o r r e l a t i o n s  between a f f e c t i v e  and i n s t r u m e n t a l  i t e m s ,  
t h e r e  was a weak i n c r e a s e  in c o r r e l a t i o n s  as g e n e r a l  l e v e l s  
of  h e a l t h  concern  i n c r e a s e d .  Ther e  were  some e x c e p t i o n s  t o  
t h i s  t r e n d :  as l e v e l  o f  concern  i n c r e a s e d  the c o r r e l a t i o n s  
o f  ' t i m e '  w i t h  ' r e a s s u r a n c e ' and ' t r e a t m e n t '  and the  
c o r r e l a t i o n  o f  ' d e v o t i o n '  w i t h  ' t r e a t m e n t '  d i d  not
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i n c r e a s e .  In o t h e r  words these  r e s u l t s  a r e  c o n s i s t e n t  w i t h  
the emp i r i c a l  e v i d e n c e  of  Ben S i r a  in s u g g e s t i n g  t h a t  
t h e r e  i s  a modest  but  g e n e r a l  t r e n d  f o r  those  w i t h  h i g h e r  
l e v e l s  of  Genera l  concern  about  h e a l t h  t o  show c l o s e r  
c o r r e l a t i o n s  between t h e i r  j udge ment s  o f  a f f e c t i v e  and  
i n s t r u m e n t a l  b e h a v i o u r .  These e f f e c t s  upon c o r r e l a t i o n s  
were s t r o n g e s t  and most  c o n s i s t e n t  in r e l a t i o n  t o  
j u d g e me n t s  of  the s k i l l s  of  the d o c t o r .  On the  o t h e r  hand  
p e rh a p s  more s t r i k i n g  i s  the q u i t e  weak l e v e l s  o f  
c o r r e l a t i o n s  of  a f f e c t i v e  i t ems w i t h  ' s k i l l s '  i t e ms  -  
r a n g i n g  f rom 16% t o  49%.
The a l t e r n a t i v e  measurement  o f  h e a l t h  c o n c e r n ,  
f o c u s i n g  upon the v a r y i n g  e x t e n t  t o  whi ch  p a t i e n t s  had  
w o r r i e s  and co n ce r ns  in r e l a t i o n  t o  the p r e s e n t i n g  p r o b l e m ,  
p r oduced  q u i t e  d i f f e r e n t  r e s u l t s .  I n  two o f  the  t h r e e  
i n s t r u m e n t a l  i t e m s ,  the t r e n d  was the o p p o s i t e  o f  the  
p r e d i c t e d  d i r e c t i o n .  I f  t hese  r e s u l t s  a r e  d e s c r i b e d  in 
t erms o f  Ben S i r a ' s  causa l  mode l ,  those  who were  more  
c once r ne d  about  t h e i r  p r e s e n t i n g  p r ob l em were  1 ess  
r e l i a n t  upon the d o c t o r ' s  a f f e c t i v e  b e h a v i o u r  than were  
those who were un c o n c er ne d .  Moreover  the s t r e n g t h  o f  
c o r r e l a t i o n s  i n d i c a t e s  o n l y  modest  i n f l u e n c e s  o f  a f f e c t i v e  
i t ems  upon p e r c e p t i o n s  o f  s k i l l s .  In o n l y  one t h i r d  o f  the  
c o r r e l a t i o n s  -  between a f f e c t i v e  i t e ms  and ' t r e a t m e n t '  was 
p a t t e r n  o f  c o r r e l a t i o n s  in the  d i r e c t i o n  p r e d i c t e d  by Ben 
S i r a ' s  mode l .  The r e s u l t s  o f  concern  w i t h  the  p r e s e n t i n g  
p r ob l em in the STD c l i n i c  a re  o f  r e l e v a n c e  t o  a n o t h e r  o f  
Ben S i r a ' s  c o n c e p t s  -  the ' s t r e s s  p o t e n t i a l '  o f  p r ob l ems  
p r e s e n t e d  t o  the d o c t o r  (Ben S i r a , 1 9 8 2 a )  in t h a t  s i m i l a r
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i n d i c a t o r s  a r e  used in both  s u r v e y s ,  f o r  e x a m p l e ,  the  
s a l i e n c e  and s e r i o u s n e s s  of  the p r e s e n t i n g  p r o b l e m .  The  
r e s u l t s  o f  a f f e c t i v e - i n s t r u m e n t a l  c o r r e l a t i o n s  f o r  
d i f f e r e n t  l e v e l s  o f  ' s t r e s s  p o t e n t i a l '  o f  p r o b l e m  in the  
STD c l i n i c  s u r v e y  a r e  l a r g e l y  in the o p p o s i t e  d i r e c t i o n  
f r om t h a t  h y p o t h e s i s e d  by Ben S i r a .
O v e r a l l  t h e r e f o r e  the r e s u l t s  o f  t h i s  approach  t o
a n a l y s i s  p r o v i d e  mi xed  s u p p o r t  f o r  Ben S i r a ' s  t h e o r y .
Judgements about  a f f e c t i v e  b e h a v i o u r  appear  t o  be q u i t e
s t r o n g l y  c o r r e l a t e d  w i t h  j udgement s  about  i n s t r u m e n t a l
b e h a v i o u r .  Given the  s t r o n g l y  p o s i t i v e l y  skewed n a t u r e  o f
such d a t a ,  i t  wou l d  be s u p r i s i n g  i f  d i f f e r e n t  s a t i s f a c t i o n
i tems on such a q u e s t i o n n a i r e  d i d  not  e x h i b i t  such
r e l a t i o n s h i p s .  Thus the more c r u c i a l  i ssue  i s  the  way
c o r r e l a t i o n s  behave in the s u b - g r o u p s  i d e n t i f i e d  by Ben
S i r a .  On the one hand the e d u c a t i o n a l  d a t a  a r e  c o n s i s t e n t
w i t h  Ben S i r a ' s  m o d e l .  On the o t h e r  hand the  e v i d e n c e
about  the e f f e c t s  o f  l e v e l  o f  concern  about  h e a l t h  a p p e a r s
t o  be s u p p o r t i v e  but  not  in te rms o f  those measur es  which
d i r e c t l y  examined the meaning t o  the p a t i e n t  o f  the
p r e s e n t e d  p r o b l e m .  F u r t h e r ,  the l a r g e s t  e f f e c t  o f  such
g e n e r a l i s e d  concern  was in c o r r e l a t i o n s  between a f f e c t i v e
i tems and p e r c e p t i o n s  o f  the s k i l l s  o f  the d o c t o r  and in
r e l a t i o n  t o  r e a s s u r a n c e .  I t  must not  be f o r g o t t e n  t h a t  Ben
S i r a ' s  t h e o r y  i s  u l t i m a t e l y  meant  t o  be a t h e o r y  o f  the
f a c t o r s  t h a t  i n f l u e n c e  p e r c e p t i o n s  o f  the t r e a t m e n t
r e c e i v e d  f rom d o c t o r s .  As Ben S i r a  h i m s e l f  p u t s  i t ;
' t h e  a f f e c t i v e  component  of  the p h y s i c i a n ' s  b e h a v i o u r  
toward  the p a t i e n t  (mode o f  b e h a v i o u r )  w i l l  be a m a jo r  
f a c t o r  in the l a t t e r ' s  assessment  o f  the i n s t r u m e n t a l  
component o f  the p h y s i c i a n ' s  b e h a v i o u r  ( c o n t e n t  o f
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b e h a v i o u r )  i . e .  the e f f i c a c y  o f  the  me d i c a l  
t r e a t m e n t . ' ( B e n  S i r a ,  1 9 8 0 : 1 7 0 )
To the e x t e n t  t h a t  measures  o f  g e n e r a l  concern  
about  h e a l t h  p r o v i d e  s u p p o r t  f o r  the t h e o r y ,  i t  i s  in t h e i r  
i n f l u e n c e  upon two more a t t i t u d i n a l  measur es ;  concer n  about  
h e a l t h  p l a y s  l e s s  o f  a r o l e  in i n f l u e n c i n g  the  c o r r e l a t i o n s  
between a f f e c t i v e  i tems  and j udgement s  o f  t r e a t m e n t  
e f f i c a c y .  I t  has a l r e a d y  been a r gued  t h a t  t h e r e  a r e  
pr ob l ems  in the con ce p t  o f  i n s t r u m e n t a l  b e h a v i o u r  in t h a t  
i t  i s  used by Ben S i r a  t o  r e f e r  to  a range  o f  h e t e r o g e n e o u s  
a s p e c t s  o f  m e d i c a l  t r e a t m e n t  f rom the s k i l l s  and competence  
of  the d o c t o r  through t o  the b e n e f i t s  o f  m e d i ca l  t r e a t m e n t .  
At  t h i s  p o i n t  i t  may be p o i n t e d  out  t h a t  in t he  STD c l i n i c  
s t u d y  the c o r r e l a t i o n s  between a f f e c t i v e  and i n s t r u m e n t a l  
i t ems  e x h i b i t  l e a s t  the p r e d i c t e d  p a t t e r n s  o f  change by  
s ub- gr oup  in r e l a t i o n  t o  t h a t  i n s t r u m e n t a l  v a r i a b l e  
- s a t i s f a c t i o n  w i t h  me d i c a l  t r e a t m e n t  -  t h a t  t h e o r e t i c a l l y  
i s  the c e n t r a l  dependent  v a r i a b l e  o f  Ben S i r a ' s  m o d e l .
S a t i s f a c t i o n ,  causa l  i n f e r e n c e s  and causa l  mode l s
Ben S i r a  has c o n s i s t e n t l y  r e c o g n i s e d  the  p r ob l em of  
i m p l y i n g  c a u s a l i t y  f r om the c o r r e l a t i o n s  i d e n t i f i e d  in h i s  
d a t a .  In h i s  o r i g i n a l  s t u d y  he obs er ve d  t h a t :  ' t h e  s t u d y  
was not  a b l e  t o  a s c e r t a i n  wh e th e r  such c o r r e l a t i o n s  i mpl y  
c a u s a l i t y '  (Ben S i r a ,  1976:  1 0 ) .  In a more r e c e n t  s t u d y  
the p o i n t  i s  a g a i n  made:  ' Y e t  as in any o t h e r  s t u d y  in the  
s o c i a l  s c i e n c e s  whi ch  i s  e n t i r e l y  based on c o r r e l a t i o n s ,  
q u e s t i o n s  r e g a r d i n g  the d i r e c t i o n  o f  c a u s a l i t y  c o u l d  be 
r a i s e d '  (Ben S i r a ,  1982b:  1 0 1 8 ) .
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Ben S i r a  t h e r e b y  ackowl edges  the w e l l  r e c o g n i s e d  
p o s i t i o n  t h a t  c o r r e l a t i o n s  m e r e l y  measure the  d e gr ee  t o  
whi ch v a r i a b l e s  v a r y  t o g e t h e r .  Ho w e ve r , e q u a l l y  w i d e l y  
r e c o g n i s e d  i s  the p o s i t i o n  t h a t ,  p h i l o s o p h i c a l  r e s e r v a t i o n s  
about  the n o t i o n  o f  c a u s a l i t y  a s i d e ,  c o r r e l a t i o n a l  a n a l y s i s  
can be used t o  make i n f e r e n c e s  about  c a u s a l i t y  i f  
a l t e r n a t i v e  causa l  mode l s  a r e  t e s t e d  by means o f  
s t a t i s t i c a l  c o r r e l a t i o n s  ( B l a l o c k  , 1 9 6 2 ;  S i m o n , 1 9 5 4 ) .  As 
Marsh a r g u e s ;  ' Th e  k ey  t o  the c o r r e c t  use o f  s u r v e y  d a t a  t o  
p r o v i d e  c o r r o b o r a t i v e  e v i d e nc e  of  a causa l  p r o c e s s  i s  in 
the a d o p t i o n  o f  a m o d e l '  ( M a r s h , 1 9 8 2 : 7 2 ) .  One g e ne r a l  
p r i n c i p l e  b e h i n d  mak i ng  such causa l  i n f e r e n c e s  i s  the  
e x a m i n a t i o n  o f  what  happens t o  z e r o  -  o r d e r  c o r r e l a t i o n s  
when c o n t r o l  v a r i a b l e s  a re  i n t r o d u c e d .  Ben S i r a  makes  
some use o f  t h i r d  v a r i a b l e s  to  e l a b o r a t e  h i s  causa l  mo d e l ,  
n o t a b l y  the i n t r o d u c t i o n  of  v a r i a b l e s  such as i l l n e s s  
concern  and e d u c a t i o n .  A l t h o u g h  he does not  d i s c u s s  h i s  
use o f  t h i r d  v a r i a b l e s  in t h i s  way,  the r o l e  o f  such 
v a r i a b l e s  as i l l n e s s  concern in h i s  a n a l y s i s  comes c l o s e  to  
what  H i r s c h i  and S e l v i n  c a l l  ' s p e c i f i c a t i o n '  -  ' a s t r o n g  
form o f  i n t e r a c t i o n  in which a t  l e a s t  one p a r t i a l  r e l a t i o n  
i s  l a r g e r  than the  o r i g i n a l  r e l a t i o n '  ( H i r s c h i  and  
Se 1V i n : 1 9 7 3 : 1 1 1 ) .  However t h i s  i s  but  one use o f  
m u l t i v a r i a t e  a n a l y s i s  and the k i n d  o f  d a t a  p r o v i d e d  by Ben 
S i r a  and by the STD c l i n i c  s t u d y  can be s u b j e c t e d  to  
f u r t h e r  a n a l y s i s  t o  examine more c l o s e l y  the p l a u s i b i l i t y  
of  causa l  mode l s  s u g g e s t e d  by Ben S i r a ' s  t h e o r y .  In  
p a r t i c u l a r  p r e d i c t i o n s  about  z e r o  o r d e r  and p a r t i a l  
c o r r e l a t i o n s  can be used to  d i s t i n g u i s h  between d i r e c t  and
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more i n d i r e c t  i n f l u e n c e s  of  v a r i a b l e s  in a c a u s a l  c h a i n  
( B l a l o c k ,  1 9 6 2 ) .
The use o f  c o r r e l a t i o n a l  d a t a  t o  make causa l  
i n f e r e n c e s  i n v o l v e s  an i n i t i a l  s e r i e s  o f  s i m p l i f y i n g  
a s s u m p t i o n s .  F i r s t l y ,  the number o f  v a r i a b l e s  examined  
must be q u i t e  s ma l l  s i n c e ,  o t h e r w i s e  the number o f  
c o r r e l a t i o n s  t o  be examined becomes u n ma n ag ea b l e .  The  
a n a l y s i s  h e r e  i s  m a i n l y  c o n f i n e d  t o  t h r e e  s a t i s f a c t i o n  
v a r i a b l e s  t h a t  a r e  t h e o r e t i c a l l y  i m p o r t a n t  t o  Ben S i r a ' s  
t h e o r y  and a f o u r t h  v a r i a b l e  -  concern in r e l a t i o n  t o  the  
p r e s e n t i n g  p r o b l e m -  which i s  both t h e o r e t i c a l l y  i m p o r t a n t  
t o  h i s  model  and a l s o  a ppea r s  f rom the  z e r o  o r d e r  
c o r r e l a t i o n s  in T a b l e  24 to  p l a y  an i m p o r t a n t  r o l e .  The 
t h r e e  s a t i s f a c t i o n  v a r i a b l e s  a r e :
( 1 )  s a t i s f a c t i o n  w i t h  the d o c t o r ' s  i n t e r e s t  ( A r t  o f  Care  
S c a l e ,  Q u e s t .  1)
( 2 )  s a t i s f a c t i o n  w i t h  the d o c t o r ' s  s k i l l s  ( T e c h n i c a l  
Q u a l i t y  S c a l e ,  Q u e s t . 13)
( 3 )  s a t i s f a c t i o n  w i t h  the d o c t o r ' s  m ed i c a l  t r e a t m e n t  
( E f f i c a c y  S c a l e ,  Q u e s t .  1 0 ) .
The l e v e l  o f  concern i s  the v a r i a b l e  used e a r l i e r  
in the a n a l y s i s ,  summing answers t o  the  I l l n e s s  Concern  
Q u e s t i o n n a i r e  t o  a s i n g l e  a d d i t i v e  s c a l e .
I t  must  be remembered t h a t  in Ben S i r a ' s  t h e o r y  
s a t i s f a c t i o n  w i t h  the  d o c t o r ' s  i n t e r e s t  ( a s  an a f f e c t i v e  
i t e m )  p l a y s  an i m p o r t a n t  d i r e c t  r o l e  in i n f l u e n c i n g  
s a t i s f a c t i o n  w i t h  the d o c t o r ' s  med ica l  t r e a t m e n t .  I t  i s
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t h i s  h y p o t h e s i s  t h a t  p a r t i a l  c o r r e l a t i o n s  w i l l  be used t o  
e xa m i n e .
A second assumpt i on  n e ce s s a r y  in B l a l o c k ' s  
me t h o d o l o g y  i s  t h a t  ' v a r i a b l e s  which have been l e f t  ou t  o f  
the  causa l  model  c r e a t e  " e r r o r "  te rms  wh i ch  a r e  
e s s e n t i a l l y  random'  ( B l a l o c k , 1 9 6 2 : 1 8 5 ) .  W i t h  j u s t  f o u r  
v a r i a b l e s ,  t h e r e  a re  s t i l l  a l a r g e  number o f  d i f f e r e n t  
p o s s i b l e  c au s a l  mode l s  t h a t  mi gh t  be e x a mi n e d .  Some 
f u r t h e r  a ss u m p t i o n s  o f  a t h e o r e t i c a l  n a t u r e  need t o  be made 
to  e n a b l e  a c l e a r e r  f o c u s  upon more c o n c e i v a b l e  a l t e r n a t i v e  
mo d e l s .  I n  t h i s  s t u d y  concern about  h e a l t h  was measured  
b e f o r e  the  c o n s u l t a t i o n ,  s a t i s f a c t i o n  v a r i a b l e s  a t  l e a s t  
one month l a t e r .  T h e r e f o r e  one assumpt i on  t h a t  w i l l  be 
made i s  t h a t  c au s a l  i n f l u e n c e s  can o n l y  f l o w  f rom h e a l t h  
concern  tjo s a t i s f a c t i o n  v a r i a b l e s .  A second and more  
p r o b l e m a t i c  ass u mp t i on  in terms o f  t i me o r d e r  o f  v a r i a b l e s  
c o n c e r n s  the  c a u s a l  sequence o f  s a t i s f a c t i o n  v a r i a b l e s .
T h i s  i s  somewhat more a r b i t r a r y  s i n c e  the  s a t i s f a c t i o n  
v a r i a b l e s  were  measured  s i m u l t a n e o u s l y .  N e v e r t h e l e s s  i t  
w i l l  be assumed t h a t  j udgement s  about  the  manner  ( a f f e c t i v e  
b e h a v i o u r )  and s k i l l s  o f  the d o c t o r  ( i n s t r u m e n t a l  
b e h a v i o u r )  a r e  made p r i o r  t o  j udgement s  about  the l i k e l y  
b e n e f i t s  o f  m e d ic a l  t r e a t m e n t  t h a t  he g i v e s .  I n  r e a l i t y ,  
a c c ou n t s  by p a t i e n t s  r e p o r t e d  in s t u d i e s  such as St imson  
and Webb ( 1 9 7 5 )  i n d i c a t e  a c o n t i n u o u s  and i n t e r a c t i v e  
p r o c e s s  o f  f o r m i n g  v i e ws  in terms o f  s a t i s f a c t i o n  w i t h  a 
me d i c a l  c o n s u l t a t i o n .  N e v e r t h e l e s s ,  as  i t  i s  an assumpt i on  
of  Ben S i r a ' s  t h a t  j udgement s  of  the f or m o f  the  
c o n s u l t a t i o n  a r e  p r i o r  to  judgement s  o f  the  b e n e f i t s  o f  the
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c o n s u l t a t i o n ,  the  same assumpt ion  i s  used he r e  to  the  
e x t e n t  t h a t  the  c ausa l  i n f l u e n c e  o f  o t h e r  v a r i a b l e s  upon 
' s a t i s f a c t i o n  w i t h  me d i c a l  t r e a t m e n t '  i s  exami ned  r a t h e r  
than t he  r e v e r s e .  In  o t h e r  words the l a t t e r  v a r i a b l e  w i l l  
be t r e a t e d  as the  dependent  v a r i a b l e .
T h e re  a r e  t h r e e  a l t e r n a t i v e  c au s a l  mode l s  ( see  
F i g u r e  1)  t h a t  m i g h t  p l a u s i b l y  be p o s i t e d  t o  e x p l a i n  the  
r e l a t i o n s h i p  between concern about  h e a l t h  and the t h r e e  
s a t i s f a c t i o n  v a r i a b l e s ,  in the l i g h t  o f  the z e r o  o r d e r  
c o r r e l a t i o n s  in T a b l e  2 4 .  I n  a l l  t h r e e  mode l s  concern  
about  h e a l t h  p l a y s  the  same r o l e  o f  d i r e c t l y  i n f l u e n c i n g  
both ' s a t i s f a c t i o n  w i t h  s k i l l s '  and ' s a t i s f a c t i o n  w i t h  
t r e a t m e n t ' .  The mode l s  d i f f e r  in the  r o l e  o f  ' s a t i s f a c t i o n  
w i t h  s k i l l s '  and ' s a t i s f a c t i o n  w i t h  i n t e r e s t ' .
I n  Model  One,  ' s a t i s f a c t i o n  w i t h  i n t e r e s t '
( a f f e c t i v e  b e h a v i o u r )  d i r e c t l y  i n f l u e n c e s  both  
' s a t i s f a c t i o n  w i t h  s k i l l s '  and ' s a t i s f a c t i o n  w i t h  
t r e a t m e n t ' ,  w h e re a s  ' s a t i s f a c t i o n  w i t h  s k i l l s '  p l a y s  no 
d i r e c t  r o l e  upon ' s a t i s f a c t i o n  w i t h  t r e a t m e n t ' .  T h i s  model  
i s  the  one whi ch  i s  most c o m p a t i b l e  w i t h  the Ben S i r a  
t h e s i s  in t h a t  i t  wou l d  a t t r i b u t e  c o n s i d e r a b l e  d i r e c t  
i n f l u e n c e  o f  ' s a t i s f a c t i o n  w i t h  i n t e r e s t '  as an a s p e c t  of  
s a t i s f a c t i o n  w i t h  a f f e c t i v e  b e h a v i o u r ,  upon two measures  o f  
s a t i s f a c t i o n  w i t h  i n s t r u m e n t a l  a c t i v i t i e s ,  and,  l i k e  Ben 
S i r a ' s  m o d e l ,  a t t r i b u t e s  no s i g n i f i c a n t  i n f l u e n c e  to  
j u d g e men t s  about  the d o c t o r ' s  s k i l l s .  The assumpt i on  of  
t h i s  model  i s  t h a t  a p o s i t i v e  c o r r e l a t i o n  f o u n d  in the d a t a  
between ' s a t i s f a c t i o n  w i t h  s k i l l s '  and ' s a t i s f a c t i o n  w i t h
Page 297
t r e a t m e n t '  i s  a s p u r i o u s  one pr oduced  by the  i nde pende nt  
o p e r a t i o n  o f  ' s a t i s f a c t i o n  w i t h  i n t e r e s t '  and ' c o n c e r n  
about  h e a l t h ' .  I f  t h i s  assumpt i on  i s  c o r r e c t ,  the p a r t i a l  
c o r r e l a t i o n  c o e f f i c i e n t  of  ' s a t i s f a c t i o n  w i t h  s k i l l s '  w i t h  
' s a t i s f a c t i o n  w i t h  t r e a t m e n t '  s h o u l d  be c o n s i d e r a b l y  
r ed u c e d  or  d i s a p p e a r ,  once we have c o n t r o l l e d  f o r  
' s a t i s f a c t i o n  w i t h  i n t e r e s t '  and ' c o n c e r n  about  h e a l t h ' .  
F o l l o w i n g  the  l o g i c  o f  B l a l o c k ' s  p r e d i c t i o n  e q u a t i o n s  f o r  
f o u r  v a r i a b l e  mo d e l s  ( B l a l o c k , 1 9 6 2 ) ,  the  r e l e v a n t  
p r e d i c t i o n  f o r  the  p a r t i a l  c o r r e l a t i o n  c o e f f i c i e n t s  f o r  
t h i s  model  ( u s i n g  the v a r i a b l e  n o t a t i o n  in the d i a g r am s ,  
f o r  the  sake o f  b r e v i t y )  i s  t h e r e f o r e :
r YZ . AX=0
( i . e .  the p a r t i a l  c o r r e l a t i o n  between Y and Z ,  c o n t r o l l i n g  
f o r  A and X s h o u l d  be z e r o . )
The p a r t i a l  c o r r e l a t i o n  c o e f f i c i e n t  i s  in f a c t :
. 3 2 .  T h i s  i s  o n l y  a smal l  r e d u c t i o n  f rom the z e r o  o r d e r  
c o r r e l a t i o n  c o e f f i c i e n t  of  . 5 0 .  Thus i t  seems u n l i k e l y  
t h a t  the z e r o  o r d e r  c o r r e l a t i o n  between Y and Z i s  s p u r i o u s  
in the sense t h a t  i t  i s  due t o  the  i n d e p en d e n t  o p e r a t i o n  of  
' h e a l t h  c o n c e r n '  and ' s a t i s f a c t i o n  w i t h  i n t e r e s t ' .  T h e r e  
i s  l i k e l y  t o  be a s u b s t a n t i a l  d i r e c t  e f f e c t  in which  
' s a t i s f a c t i o n  w i t h  s k i l l s '  has a d i r e c t  i n f l u e n c e  upon 
' s a t i s f a c t i o n  w i t h  t r e a t m e n t ' .
The o t h e r  two models both  s t i l l  assume a s i m i l a r  
r o l e  f o r  ' c o n c e r n  about  h e a l t h '  as i s  i n d i c a t e d  by the  
f i r s t  m od e l .  Both a l s o  assume a d i r e c t  e f f e c t  o f  Y upon Z
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( ' s a t i s f a c t i o n  w i t h  s k i l l s '  upon ' s a t i s f a c t i o n  w i t h  
t r e a t m e n t ' ) ,  as a p p e a rs  t o  be i n d i c a t e d  by the  above  
p a r t i a l  c o r r e l a t i o n  c o e f f i c i e n t .  They  d i f f e r  in t h a t ,  
wh e reas  Model  Two assumes a d i r e c t  i n f l u e n c e  o f  both X and  
Y upon Z ,  Model  T h r ee  assumes a d i r e c t  e f f e c t  o f  o n l y  Y 
upon Z.  I n  o t h e r  wor ds .  Model  T h r ee  i s  the  f u r t h e s t  model  
f rom Ben S i r a ' s  because i t  assumes no d i r e c t  r o l e  f o r  the  
a f f e c t i v e  i t em o f  ' s a t i s f a c t i o n  w i t h  i n t e r e s t ' .  Only  
' s a t i s f a c t i o n  w i t h  s k i l l s '  and ' h e a l t h  c o n c e r n '  a r e  t h o u g h t  
to  i n f l u e n c e  the dependent  v a r i a b l e .  T h i s  model assumes  
t h a t  the r e l a t i o n s h i p  between X ( ' s a t i s f a c t i o n  w i t h  
i n t e r e s t ' )  and Z ( ' s a t i s f a c t i o n  w i t h  t r e a t m e n t ' )  i s  an 
i n d i r e c t  one ,  p roduced  p a r t l y  t h r ough the i n d i r e c t  e f f e c t s  
of  X upon Y and Y upon Z and p a r t l y  t hr ough  the  c o n j o i n t  
e f f e c t s  o f  A upon Y and Z .  T h e r e f o r e  bot h  Y and A have t o  
be c o n t r o l l e d  f o r ,  i f  the c o r r e l a t i o n  between X and Z i s  t o  
be c o n s i d e r a b l y  r ed u ce d  or  d i s a p p e a r .  I f  model t h r e e  were  
the more a p p r o p r i a t e  mode l ,  the f o l l o w i n g  p a r t i a l  wou l d  be 
p r ed i  c t e d :
r XZ . AY=0
( i . e .  the p a r t i a l  c o r r e l a t i o n  between X and Z ,  c o n t r o l l i n g  
f o r  A and Y s h o u l d  be z e r o )
The p a r t i a l  c o r r e l a t i o n  c o e f f i c i e n t  r X Z . A Y  i s  . 3 9 .  
T h i s  i s  o n l y  a s l i g h t  r e d u c t i o n  compared w i t h  the z e r o  
o r d e r  c o r r e l a t i o n  and s u gg e s t s  a c o n s i d e r a b l e  d i r e c t  e f f e c t  
of  ' s a t i s f a c t i o n  w i t h  i n t e r e s t '  upon ' s a t i s f a c t i o n  w i t h  
t r e a t m e n t ' .  I f  model  two were  the more a p p r o p r i a t e  mo d e l ,  
the above p a r t i a l  ( r X Z . A Y )  wou l d  not  be e x p e c t e d  to
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d i s a p p e a r .  A c c o r d i n g  t o  t h i s  model t h e r e  woul d  s t i l l  
r ema i n  d i r e c t  e f f e c t s  o f  X upon Z ,  a f t e r  c o n t r o l l i n g  f o r  
the e f e c t s  o f  Y and A.  The p a r t i a l  c o r r e l a t i o n  o f  . 3 9  does  
i ndeed  i n d i c a t e  a d i r e c t  e f f e c t  o f  ' s a t i s f a c t i o n  w i t h  
i n t e r e s t '  upon ' s a t i s f a c t i o n  w i t h  t r e a t m e n t ' .
Thus o f  the t h r e e  p o s s i b l e  mode l s  c o n s i d e r e d  i t  
seems t h a t  model  two i s  the most  c o n s i s t e n t  w i t h  the z e r o  
o r d e r  and p a r t i a l  c o r r e l a t i o n  c o e f f i c i e n t s  o b t a i n e d .  T h i s  
model i n d i c a t e s  d i r e c t  e f f e c t s  o f  ' c o n c e r n  about  h e a l t h ' ,  
' s a t i s f a c t i o n  w i t h  i n t e r e s t '  and ' s a t i s f a c t i o n  w i t h  s k i l l s '  
upon ' s a t i s f a c t i o n  w i t h  t r e a t m e n t ' .  Model  Two i s  
c o n s i s t e n t  w i t h  Ben S i r a ' s  model t o  the  e x t e n t  t h a t  
' s a t i s f a c t i o n  w i t h  i n t e r e s t s '  a p p e a r s  t o  have a d i r e c t  
e f f e c t  upon ' s a t i s f a c t i o n  w i t h  t r e a t m e n t '  when the e f f e c t s  
of  ' s a t i s f a c t i o n  w i t h  s k i l l s '  a re  c o n t r o l l e d  f o r .  T h i s  
woul d  be c o n s i s t e n t  w i t h  a f f e c t i v e  i t e ms  o f  s a t i s f a c t i o n  
c a u s i n g  i n s t r u m e n t a l  i t e m s .  Ho w e ve r , by the same l o g i c ,  
the p a r t i a l  c o r r e l a t i o n  c o e f f i c i e n t  o f  ' s a t i s f a c t i o n  w i t h  
s k i l l s '  w i t h  ' s a t i s f a c t i o n  w i t h  t r e a t m e n t '  c o n t r o l l i n g  f o r  
' h e a l t h  c o n c e r n '  and ' s a t i s f a c t i o n  w i t h  i n t e r e s t '  r e m a i n s  
h i g h .  ' S a t i s f a c t i o n  w i t h  s k i l l s '  must  e x e r t  j u s t  as much 
i n f l u e n c e  upon ' s a t i s f a c t i o n  w i t h  t r e a t m e n t ' .
Assessment  o f  the causa l  model
T h i s  method o f  e x a m i n i n g  a l t e r n a t i v e  p o s s i b l e  
causa l  models  by means o f  p a r t i a l  c o r r e l a t i o n s  does not  
s u p p o r t  the t h e s i s  t h a t  ' s a t i s f a c t i o n  w i t h  i n t e r e s t '  has  
any p a r t i c u l a r l y  s t r o n g  e f f e c t  upon i n s t r u m e n t a l
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s a t i s f a c t i o n  compared w i t h  o t h e r  s a t i s f a c t i o n  i t e m s ,  such  
as s a t i s f a c t i o n  w i t h  s k i l l s .  Mo d e l s  wh i ch  a s s i g n e d  g r e a t e r  
d i r e c t  causa l  i n f l u e n c e  to e i t h e r  ' s a t i s f a c t i o n  w i t h  
i n t e r e s t '  a l o n e  (Model  one)  or  t o  ' s a t i s f a c t i o n  w i t h  
s k i l l s '  a l o n e  (Model  T h r e e )  were  no t  s a t i s f a c t o r y .  The  
o n l y  model  c o n s i s t e n t  w i t h  both  the  z e r o  o r d e r  and p a r t i a l  
c o r r e l a t i o n  c o e f f i c i e n t s  i s  one (Model  Two) whi ch  a s s i g n s  
equal  i mpor t a nce  t o  both ' s a t i s f a c t i o n  w i t h  i n t e r e s t '  and  
' s a t i s f a c t i o n  w i t h  s k i l l s '  in d i r e c t l y  i n f l u e n c i n g  the  
depen dent  v a r i a b l e  -  ' s a t i s f a c t i o n  w i t h  t r e a t m e n t ' .  I t  i s  
d i f f i c u l t  by t h i s  method to s u p p o r t  e i t h e r  i n s t r u m e n t a l  or  
a f f e c t i v e  i tems  as h a v i n g  any s t r o n g e r  i n f l u e n c e  upon the  
d epen dent  v a r i a b l e  o f  ' s a t i s f a c t i o n  w i t h  t r e a t m e n t ' .  I t  
w o u l d  a p pear  t h e r e f o r e ,  t h a t ,  t o  the  e x t e n t  t h a t  any  
s p e c u l a t i o n  about  c a u s a l i t y  i s  w a r r a n t e d  by such d a t a ,  i t  
i s  not  j u s t i f i e d  t o  r e g a r d  a f f e c t i v e  i t e ms  such as  
' i n t e r e s t '  as more i m p o r t a n t  in i n f l u e n c i n g  ' s a t i s f a c t i o n  
w i t h  t r e a t m e n t ' .  The c e n t r a l  p r o p o s i t i o n  o f  Ben S i r a ' s  
model  i s  t hus  h i g h l y  d o u b t f u l .
I t  may be a rgued t h a t  any c ausa l  i n t e r p r e t a t i o n  
of  the z e r o  o r d e r  and p a r t i a l  c o r r e l a t i o n  c o e f f i c i e n t s  
o b t a i n e d  in the STD c l i n i c  i s  u n w a r r a n t e d .  I t  may be s a i d  
t h a t  the d i f f e r e n t  d i men s i ons  o f  s a t i s f a c t i o n  a re  
i n s u f f i c i e n t l y  d i s t i n c t  as c o n c e p t s .  They r e f e r  t o  c l o s e l y
c o n n e c t e d  e l e m e n t s  in a s i n g l e  p r o c e s s  and a re
i n a p p r o p r i a t e  f o r  causa l  m o d e l l i n g .  C l e a r l y  s a t i s f a c t i o n  
q u e s t i o n n a i r e s  r e s u l t  in p o s i t i v e l y  skewed d a t a  in which
most i t ems  a r e  h i g h l y  c o r r e l a t e d  w i t h  each o t h e r  so t h a t
q u i t e  s t r o n g  e v i d e n c e  i s  needed t o  a s s i g n  some v a r i a b l e s
Page 301
causa l  p r i o r i t y  over  o t h e r s .  Such c o n s i d e r a t i o n s  m i g h t  
make some r e g a r d  the v e r y  use o f  c ausa l  t h i n k i n g  d o u b t f u l  
in t h i s  c o n t e x t .  However i t  needs t o  be remembered t h a t  
Ben S i r a  has  advanced a causa l  model  f r om j u s t  such d a t a  
as t h a t  a n a l y s e d  h e r e .  I t  i s  a model  wh i ch  has i m p o r t a n t  
c l i n i c a l  and p o l i c y  consequences in so f a r  as  i t  q u i t e  
n a r r o w l y  d e f i n e s  the p a t i e n t ' s  range  o f  competence and  
i n t e r e s t  in the  r e a l m  o f  e v a l u a t i n g  h e a l t h  c a r e .  Ben 
S i r a ' s  work  t h e r e f o r e  i n v o l v e s  both a b o l d  c l a i m  t o  causa l  
u n d e r s t a n d i n g  and enormous p o l i c y  r e l e v a n c e .  However the  
a m b i t i o u s  scope of  the model i s  not  matched by an 
a p p r o p r i a t e  range  o f  methods t o  t e s t  the  m o d e l .  The d a t a  
f rom the  STD c l i n i c  do not  p r o v i d e  s u p p o r t  f o r  any causa l  
p r i m a c y  o f  a f f e c t i v e  f a c t o r s .  Judgements  o f  the  
i n s t r u m e n t a l  d i men s i o n s  of  the d o c t o r  emerge as j u s t  as  
c l o s e l y  c o n n e c t e d  t o  s a t i s f a c t i o n  w i t h  t r e a t m e n t .  I f  
causa l  i n t e r p r e t a t i o n s  of  such d a t a  a re  u n j u s t i f i e d ,  the  
c o n c l u s i o n  r e m a i n s  the same -  t h a t  a f f e c t i v e  f a c t o r s  c annot  
be shown t o  be p a r t i c u l a r l y  i m p o r t a n t  f rom the p a t t e r n  o f  
r e s u l t s  o b t a i n e d  in t h i s  s a t i s f a c t i o n  s u r v e y .  The same 
a n a l y s e s  in r e l a t i o n  to  Ben S i r a ' s  d a t a  a re  no t  a v a i l a b l e ,  
a l t h o u g h  i t  i s  u n l i k e l y  t h a t  an e x a m i n a t i o n  o f  p a r t i a l s  in 
the I s r a e l i  ccxnmun i t y  s u r v e y s  woul d  produce  d r a m a t i c a l l y  
d i f f e r e n t  r e s u l t s .  I t  i s  sup r i s i n g  t h a t  such s i m p l e  t e s t s  
were not  a p p l i e d  to  the d a t a ,  g i v e n  the c o n s i d e r a b l e  
i m p l i c a t i o n s  o f  Ben S i r a ' s  mo d e l .  The p a t i e n t  cannot  be 
shown t o  be dependent  upon d o c t o r s '  a f f e c t i v e  b e h a v i o u r  by  
t h i s  met hod .  The n e x t  c h a p t e r  w i l l  examine o t h e r  ways in 
which a f f e c t i v e  f a c t o r s  may p l a y  a r o l e .
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CHAPTER 8 .  AN APPRAISAL OF THE ROLE OF AFFECTIVE FACTORS I N  
PATIENT SATISFACTION
The a n a l y s i s  o f  p a t t e r n s  o f  p a t i e n t s '  r e sp o n s e s  t o  
the STD c l i n i c  has s ug g e s t e d  t h a t  i t  i s  d i f f i c u l t  to  a s s i g n  
pr omi nence  to  ' s a t i s f a c t i o n  w i t h  the  d o c t o r ' s  a f f e c t i v e  
b e h a v i o u r '  in a causa l  e x p l a n a t i o n  o f  p a t i e n t s '  o v e r a l l  
s a t i s f a c t i o n  w i t h  med ica l  t r e a t m e n t .  Because the r e s p o n s e s  
to  d i f f e r e n t  components o f  the s a t i s f a c t i o n  q u e s t i o n n a i r e  
are  i n t e r c o r r e l a t e d ,  the s e l e c t i o n  o f  some i t ems as  
c a u s a l l y  p r i o r  i s  somewhat a r b i t r a r y .  The o v e r a l l  t h e o r y ,  
e m p h a s i z i n g  the i mpor t ance  o f  the d o c t o r ' s  a f f e c t i v e  
b e h a v i o u r  and e mo t i on a l  s u p p o r t  in i n f l u e n c i n g  p a t i e n t s '  
r e s p o n s e s  t o  c o n s u l t a t i o n s ,  may s t i l l  be a u s e f u l  way o f  
t h i n k i n g  about  r e l a t i o n s  between d o c t o r s  and p a t i e n t s ,  and  
c o u l d  be exami ned  by o t h e r  r e s e a r c h  a p p r o a c h e s .  However i t  
r e c e i v e s  v e r y  l i m i t e d  s u p p o r t  f rom an e x a m i n a t i o n  o f  
c o r r e l a t i o n s  between i t ems w i t h i n  s a t i s f a c t i o n  
q u e s t i o n n a i r e s  a l o n e .  I t  has been a r g u e d  in p r e v i o u s  
c h a p t e r s  t h a t  many of  the l i m i t a t i o n s  o f  the e v i d e nc e  used  
by Ben S i r a  t o  s u pp or t  h i s  t h e o r y  stem frcxn e x a mi n i ng  
c r o s s - s e c t i o n a l  s u r ve y  r e s p o n s e s  o f  i n d i v i d u a l s  not  
c u r r e n t l y  c once r ne d  w i t h  e v a l u a t i n g  the  s p e c i f i c  b e n e f i t s  
o f  a m e d i c a l  c o n s u l t a t i o n  in r e l a t i o n  t o  a s p e c i f i c  h e a l t h  
p r o b l e m .  An advant age  o f  the s u r v e y  d a t a  g a t h e r e d  in the  
STD c l i n i c  i s  t h a t  i t  was c o l l e c t e d  l o n g i t u d i n a l l y  and
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p a t i e n t s  were  asked t o  r e p o r t  c u r r e n t  h e a l t h  c o n c e rn s  in 
a t t e n d i n g  the c l i n i c  in r e l a t i o n  t o  wh i ch  t h e i r  subsequent  
v i e w s  o f  t r e a t m e n t  c o u l d  be e xa mi ne d .  In  t h i s  c h a p t e r  an 
assessment  i s  made o f  the e x t e n t  t o  wh i ch  such p r i o r  
c o n c e r n s  about  h e a l t h  problems a r e  d i r e c t l y  a s s o c i a t e d  w i t h  
s ub s e qu e nt  s a t i s f a c t i o n .  T h i s  w i l l  l e a d  t o  a v e r y  
d i f f e r e n t  emphas is  upon the r o l e  o f  a f f e c t i v e  f a c t o r s  in 
p a t i e n t  s a t i s f a c t i o n  f rom t h a t  o f  Ben S i r a .  H i s  model i s  
then a ss e s s e d  in the l i g h t  o f  the STD c l i n i c  s t u d y .
D i s t r e s s ,  c o n c e rn s  and s a t i s f a c t i o n
P a t i e n t s  c ompl et ed  t h r e e  q u e s t i o n n a i r e s  p r i o r  t o  
t h e i r  c o n s u l t a t i o n s  w i t h  the c l i n i c  d o c t o r  -  the Genera l  
H e a l t h  Q u e s t i o n n a i r e  (GHQ),  the I l l n e s s  B e ha v i ou r  
Q u e s t i o n n a i r e  ( I B Q )  and the I l l n e s s  Concern Q u e s t i o n n a i r e  
( I C Q ) .  The a s s o c i a t i o n  of  GHQ ' c a s e n e s s '  w i t h  two o f  the  
t h r e e  s a t i s f a c t i o n  s c a l e s  was n o t e d  in the p r e v i o u s  
c h a p t e r .  The more p s y c h o l o g i c a l l y  d i s t r e s s e d  p a t i e n t s  were  
more o f t e n  d i s s a t i s f i e d  w i t h  the c l i n i c .  G r e e n l e y  and  
c o l l e a g u e s '  comment ( 1 9 8 2 )  t h a t  t h i s  a r e a  o f  p a t i e n t  
s a t i s f a c t i o n  i s  r e m a r k a b l y  n e g l e c t e d  was a l s o  n o t e d  in 
c h a p t e r  7 .  The r e l a t i o n s h i p  between p s y c h o l o g i c a l  d i s t r e s s  
and d i s s a t i s f a c t i o n  w i t h  medica l  c a r e  c o u l d  a r i s e  f o r  a 
number o f  v e r y  d i f f e r e n t  r e a s o n s .  The o t h e r  two 
i n s t r u m e n t s  c omp l e t e d  by p a t i e n t s  o f f e r  an o p p o r t u n i t y  to  
c o n s i d e r  some p o s s i b l e  e x p l a n a t i o n s  f o r  the a s s o c i a t i o n  o f  
GHQ ' c a s e n e s s '  and p a t i e n t  d i s s a t i s f a c t i o n .
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D i s t r e s s  as  ' abnor ma l  i l l n e s s  b e h a v i o u r '
P i l o w s k y  and Spence < 1983 )  d e v e l o p e d  t h e i r  
q u e s t i o n n a i r e  -  The I l l n e s s  B e h a v i o u r  Q u e s t i o n n a i r e  -  ' t o  
r e c o r d  a s p e c t s  o f  i l l n e s s  b e h a v i o u r '  ( 1 9 8 3 : 1 ) .  A l t h o u g h  
t h e y  d e r i v e  the  c oncept  d i r e c t l y  f r om Mechan i c  ( 1 9 6 8 ) ,  
t h e i r  use o f  the concept  i s  more i n f o r me d  by p s y c h i a t r i c  
than by s o c i o l o g i c a l  a s s um p t i o n s ,  w i t h  an emphas is  on 
' a b n o r ma l  i l l n e s s  b e h a v i o u r '  such as h y p o c h o n d r i a s i s  and 
c o n v e r s i o n  r e a c t i o n s ,  in which ' t h e r e  i s  a f unda me nt a l  
d i s c r e p a n c y  between the o b j e c t i v e  p a t h o l o g y  p r e s e n t  and the  
p a t i e n t ' s  r e spons e  t o  i t '  ( P i l o w s k y  and S p e n c e , 1 9 8 3 : 1 ) .  
O b s e r v e r s  o f  STD c l i n i c s  have n o t e d  t h a t  v a r i o u s  f e a r s  and  
w o r r i e s  a bout  d i s e a s e  a r e  common in STD c l i n i c s  ( K i t e  and  
6 r i m b l e , 1 9 6 3 ;  M a c a l p i n e , 1 9 5 7 ) .  O f t e n  such i n v e s t i g a t i o n s  
f o c u s  on t he  a t y p i c a l  p hob i as  such as ' v e n e r e o p h o b i a '  
- i n a p p r o p r i a t e  f e a r  o f  c o n t r a c t i n g  v e n e r e a l  d i s e a s e  -  whi ch  
a r e  s a i d  t o  r e p r e s e n t  a c o n s i d e r a b l e  p a r t  o f  the  w o r k l o a d  
of  an STD c l i n i c  ( O a t e s  and Gomez , 1 9 8 4 ) .  Mayou , however ,  
a r g u e s  t h a t  i l l n e s s  f e a r s  may be so common in STD c l i n i c s  
t h a t  i t  i s  d i f f i c u l t  to d i s t i n g u i s h  normal  f rom abnormal  
r e s p o n s e s  t o  symptoms ( M a y o u , 1 9 7 6 : 5 8 ) .  He s u g g e s t s  t h a t  
t h e r e  may be a cont i nuum of  f e a r s  i n v o l v i n g  one ex t r eme  in 
whi ch  t h e y  a re  q u i t e  r é s i s t e n t  t o  r e a s s u r a n c e ,  w h i l s t  o t h e r  
p a t i e n t s '  f e a r s  may n o r m a l l y  be a l l a y e d .  The r e s u l t s  o f  
the seven s c o r e s  o f  the IBQ in the  c l i n i c  ( c h a p t e r  6)  
c o n f i r m e d  t h a t ,  w h i l s t  the mean s c o r e s  of  more p u r e l y  
p s y c h i a t r i c  syndromes such as ' a f f e c t i v e  d i s t u r b a n c e '  were  
l ower  than those n o r m a l l y  f ound in Genera l  P r a c t i c e  
s a m pl e s ,  the  mean o f  the ' G e n e r a l  H y p o c h o n d r i a s i s '  s c a l e
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was much h i g h e r  and the mean o f  the  ' D i s e a s e  C o n v i c t i o n '  
s c a l e  somewhat h i g h e r  than o c c u r s  in g e n e r a l  p r a c t i c e  
s a m p l e s .  T h i s  was taken t o  l e n d  some s u p p o r t  f o r  the  
a r gu m e n t s  o f  a p r e v i o u s  s u r v e y  ( F i t z p a t r i c k  e t  a l . , 1 9 8 6 )  
t h a t  much o f  the ' c a s e n e s s '  f o u n d  in STD c l i n i c s  r e f l e c t s  
d i s t r e s s  a r i s i n g  f rom the mean i ng  t o  the i n d i v i d u a l  o f  the  
p r e s e n t i n g  p r o b l e m ,  and t h a t ,  as Mayou ( 1 9 7 6 )  has  
s u g g e s t e d ,  such c o n c e r n s  a re  e x t r e m e l y  common.
The r e l a t i o n s h i p s  between IBQ s c a l e s  and the t h r e e  
s a t i s f a c t i o n  s c a l e s  a re  exami ned  in T a b l e  2 5 .  The  
c o r r e l a t i o n s  between IBQ s c a l e  i t e ms  and s a t i s f a c t i o n  a r e  
q u i t e  m od e s t .  The s c a l e  o f  A f f e c t i v e  D i s t u r b a n c e  has been  
e xami ned  f o r  c o n c u r r e n t  v a l i d i t y  w i t h  o t h e r  a n x i e t y  and  
d e p r e s s i o n  s c a l e s  and i s  p r e s e n t e d  by P i l o w s k y  and Spence  
( 1 9 8 3 )  as  s t r o n g l y  r e f l e c t i n g  these  p r i m a r y  a s p e c t s  o f  
p s y c h o l o g i c a l  d i s t u r b a n c e .  I t  i s  i m p o r t a n t  t h e r e f o r e  t h a t  
A f f e c t i v e  I n h i b i t i o n ,  and the  s i m i l a r  s c a l e s  o f  A f f e c t i v e  
D i s t u r b a n c e  and I r r i t a b i l i t y ,  do not  c o r r e l a t e  
s i g n i f i c a n t l y  w i t h  s a t i s f a c t i o n ,  wh e reas  the two s c a l e s  
d i r e c t l y  a d d r e s s i n g  p e r c e p t i o n s  o f  symptoms and o f  h e a l t h  
s t a t u s  -  H y p o c h o n d r i a s i s  and e s p e c i a l l y  D i s e a s e  C o n v i c t i o n  
-  a re  s i g n i f i c a n t l y  c o r r e l a t e d  w i t h  the s a t i s f a c t i o n  
s c a l e s .  T h i s  m i gh t  be t aken  as e v i d e n c e  t h a t  p r i m a r y  
a s p e c t s  o f  p s y c h o l o g i c a l  d i s t u r b a n c e  such as a n x i e t y  and  
d e p r e s s i o n  a re  l e s s  i m p o r t a n t  as i n f l u e n c e s  upon 
s a t i s f a c t i o n  compared w i t h  d i s t r e s s  a r i s i n g  i m m e d i a t e l y  
f rom the  p r e s e n t i n g  c o m p l a i n t  or  o t h e r  h e a l t h  p e r c e p t i o n s .  
The l a r g e s t  c o r r e l a t i o n s  w i t h  s a t i s f a c t i o n  a r e  f o r  the  
s c a l e  o f  D i s e a s e  C o n v i c t i o n .  I t  i s  p a r t i c u l a r l y
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s i g n i f i c a n t  t h a t  P i l o w s k y  and Spence ( 1 9 8 3 : 3 )  see t h i s  
s c a l e  as d e t e c t i n g  no t  o n l y  b e l i e f s  t h a t  the i n d i v i d u a l  has  
a d i s e a s e  but  a l s o  the l i k e l i h o o d  o f  ' r e j e c t i o n  o f  the  
d o c t o r ' s  r e a s s u r a n c e ' .  The r e l a t i o n s h i p  f ound h e re  between  
the  s c a l e  and subsequent  s a t i s f a c t i o n  mi ght  be seen as  
p r o v i d i n g  s u p p o r t  f o r  t h i s  i n t e r p r e t a t i o n  o f  the s c a l e  and  
as e v i d e n c e  o f  a s i g n i f i c a n t  group o f  p a t i e n t s  in the  
c l i n i c  w i t h  co n ce r ns  about  d i s e a s e  t h a t  a re  r e s i s t a n t  t o  
r e a s s u r a n c e .
The o v e r a l l  a s s o c i a t i o n s  f o u n d  here  between GHQ
' c a s e n e s s '  and s a t i s f a c t i o n  and in a few o t h e r  s t u d i e s
( L e b o w , 1 9 8 3 )  need t o  be e x p l a i n e d .  They may r e f l e c t  the
g e n e r a l  t e n d e n c i e s  o f  a m i n o r i t y  t o  be unhappy and
d i s s a t i s f i e d  w i t h  a l l  a s p e c t s  o f  l i f e  and w i t h  a l l  e f f o r t s
by p r o f e s s i o n a l s  t o  h e l p  them ( G r e e n l e y  e t  a l . 1 9 8 2 ) .
A l t h o u g h  v e r y  s p e c u l a t i v e ,  the  i n t e r p r e t a t i o n  o f  the
p a t t e r n  o f  a s s o c i a t i o n s  f o u n d  by means o f  the IBQ i s  t h a t
p s y c h o l o g i c a l  d i s t r e s s  in the sense o f  more g e n e r a l i s e d
moods and o r i e n t a t i o n s ,  such as d e p r e s s i o n  or  a n x i e t y ,  i s
l e s s  s t r o n g l y  a s s o c i a t e d  w i t h  p a t i e n t  d i s a t i s f a c t i o n  than
more s p e c i f i c  d i s t r e s s ,  e s p e c i a l l y  a r i s i n g  f rom ' i l l n e s s
b e h a v i o u r ' .  I t  i s  d i s t r e s s  in r e l a t i o n  t o  c u r r e n t
p e r c e p t i o n s  o f  h e a l t h  and o f  b o d i l y  symptoms t h a t  i s  more
l i k e l y  to  r e s u l t  in d i s s a t i s f a c t i o n .  Barsky  and Kl erman
( 1 9 8 3 )  summarise the c l i n i c a l  e v i d e n c e  t h a t  l i n k s
h y p o c h o n d r i a s i s  and p a t i e n t  d i s s a t i s f a c t i o n :
' H y p o c h o n d r i a c a l  p a t i e n t s  r e l e n t l e s s l y  and t e n a c i o u s l y
seek med i ca l  c a r e ................... No t  s u r p r i s i n g l y ,  t h e i r
m ed i c a l  c a r e  e x p e r i e n c e s  a re  as u n s a t i s f a c t o r y  as  t h e y  
a r e  e x t e n s i v e .  . . . H y p o c h o n d r i a c a l  p a t i e n t s  f e e l  t h e y  
have not  r e c e i v e d  good m e d i c a l  c a r e ,  t h e y  speak  
d i s p a r a g i n g l y  o f  t h e i r  p h y s i c i a n s ,  and t h e i r
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p h y s i c i a n s  speak u n f l a t t e r i n g ! y o f  them'  ( B a r s k y  and  
K1 e r m an , 1 9 8 3 : 2 7 5 ) .
However t h e y  go on t o  acknowledge t h a t  the  c o nc e p t  
o f  h y p o c h o n d r i a s i s  i s  c on f u s e d  and v a l u e  l ad en  and a d v o c a t e  
a more n e u t r a l  co n ce p t  w i t h  f e w e r  i m p l i c i t  e v a l u a t i v e  or  
a e t i o l o g i c a l  a ss u m p t i o n s  -  t he  con ce p t  o f  ' a m p l i f y i n g  
s o m a t i c  s t y l e ' .  T h i s  con ce p t  a p p l i e s  t o  i n d i v i d u a l s  who 
p a r t i c u l a r l y  a s s i d u o u s l y  m o n i t o r  t h e i r  b o d i l y  symptoms,  and 
who a r e  p a r t i c u l a r l y  l i k e l y  t o  a t t r i b u t e  symptoms t o  
p h y s i c a l  d i s e a s e  r a t h e r  than t o  n o r m a l i s e  them.  B a r s k y  and  
Klarman argue t h a t  u n l i k e  the  co n ce p t  o f  h y p o c h o n d r i a s i s ,  
t h i s  con ce p t  ' d o e s  not  i mp l y  the p r esence  or  absence  o f  
c o n c u r r e n t  m e d i c a l  d i s e a s e  or  p s y c h o p a t h o l o g y '  ( B a r s k y  and  
K l a r m a n ,  1 9 8 3 : 2 8 0 ) .  A t t e n t i o n  t o  o n e ' s  b o d i l y  s t a t e  i s  
a s s o c i a t e d  w i t h  ' more  n e g a t i v e  a p p r a i s a l  o f  o n e ' s  h e a l t h '  
( B a r s k y , 1 9 8 8 ) .
E l se wh er e  Ba r sky  t a k e s  up and d e v e l o p s  t h e s e  i d e a s  
i n t o  a more s o c i o l o g i c a l  c o n c e p t  o f  ' i l l n e s s  a t t r i b u t i o n '  
( S t o e c k l e  and B a r s k y , 1 9 8 1 )  d r a w i n g  on an e a r l i e r  d i s c u s s i o n  
by Mechan i c  ( 1 9 7 2 ) .  Mechan i c  had d i s c u s s e d  the  s o c i a l  
p s y c h o l o g i c a l  p r o c e s s e s  whereby  i n d i v i d u a l s  may a r r i v e  a t  
d i s t r e s s i n g  or  a l a r m i n g  i n t e r p r e t a t i o n s  o f  symptoms t h a t  
m i g h t  o t h e r w i s e  be n o r m a l i s e d .  C u l t u r a l  f a c t o r s  and  
s o c i a l i s a t i o n  p r o c e s s e s  may bot h  be i m p o r t a n t  i n f l u e n c e s  
upon how i n d i v i d u a l s  i n t e r p r e t  symptoms and in some 
i n s t a n c e s  form more a l a r m i n g  or  d i s t r e s s i n g  i n t e r p r e t a t i o n s  
of  symptoms.  S t o e c k l e  and B a rs k y  d i s c u s s  i l l n e s s  
a t t r i b u t i o n s  in te rms  o f  the p r o c e s s  whereby i n d i v i d u a l s  
a r r i v e  a t  e x p l a n a t i o n s  f o r  t h e i r  i l l n e s s e s .  E x p l a n a t i o n s
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a r e  shaped by c u l t u r a l l l y  s u s t a i n e d  systems o f  h e a l t h  
b e l i e f s  upon whi ch  i n d i v i d u a l s  r e l y ,  as w e l l  as  by 
i n d i v i d u a l  c h a r a c t e r i s t i c s  o f  p e r s o n a l i t y .  Both M e c h a n i c ' s  
and S t o e c k l e  and B a r s k y ' s  d i s c u s s i o n s  a v o i d  the p s y c h i a t r i c  
emphas i s  o f  the con ce p t  o f  h y p o c h o n d r i a s i s .  Both  
d i s c u s s i o n s  c o n c l ud e  t h a t  p r ob l ems  of  management ,  such as  
p a t i e n t  d i s s a t i s f a c t i o n ,  may a r i s e  where d o c t o r s  a r e  
u n s u c c e s s f u l  in a d d r e s s i n g  and m o d i f y i n g  such i l l n e s s  
a t t r i b u t i o n s .  These t h e o r e t i c a l  d i s c u s s i o n s  l e n d  some 
w e i g h t  to  the i n t e r p r e t a t i o n  o f  c o r r e l a t i o n s  between IBQ 
s c a l e s  and s a t i s f a c t i o n  s c o r e s  f ound in t h i s  s t u d y .  I n  the  
STD c l i n i c ,  p s y c h o l o g i c a l  u n h a pp i ne s s  i s  a s s o c i a t e d  w i t h  
d i s s a t i s f a c t i o n  w i t h  c a r e  a t  l e a s t  in p a r t  because o f  
d i s t r e s s  a r i s i n g  f r om i n t e r p r e t a t i o n s  o f  c u r r e n t  s o m at i c  
symptoms.  Where such d i s t r e s s i n g  a t t r i b u t i o n s  a r e  no t  
m o d i f i e d  or  assuaged as a r e s u l t  o f  the c l i n i c  v i s i t ,  
d i s s a t i s f a c t i o n  may a r i s e .
However when the raw s c o r e s  f o r  the IBQ were  
p r e s e n t e d  in c h a p t e r  6 ,  i t  was n o t e d  t h a t  the a l p h a  
r e l i a b i l i t y  c o e f f i c i e n t  f o r  D i s e a s e  C o n v i c t i o n  was q u i t e  
modest  compared w i t h  most  o f  the o t h e r  s c a l e s .  The s c a l e  
may be h e te r o g e n e o u s  in t e r ms  of  c o n t e n t .  I t  may not  
t h e r e f o r e  be l e g i t i m a t e  t o  i n t e r p r e t  the s c a l e  in te r ms  o f  
the meani ngs  i mputed t o  i t  f r om i t s  use in o t h e r  
p o p u l a t i o n s .  I n  the c o n t e x t  o f  p a i n  c l i n i c s ,  i t  a pp e a r e d  
t o  i n d i c a t e  a b n o r m a l ,  u n r e a s o n a b l e  r e s i s t a n c e  t o  
r e a s s u r a n c e  in the sense t h a t  concern  and d i s t r e s s  was  
d i s p r o p o r t i o n a t e  in r e l a t i o n  t o  the  p r e s e n t i n g  p r o b l e m .  
Because the s c a l e  may be h e t e r o g e n e o u s  and i n a p p r o p r i a t e  in
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t h i s  p o p u l a t i o n ,  and in o r d e r  t o  i d e n t i f y  which  a s p e c t s  o f  
the  s c a l e  were c o n t r i b u t i n g  t o  the c o r r e l a t i o n s  o f  the  
s c a l e  as a whole  w i t h  s a t i s f a c t i o n  s c o r e s ,  a l l  6 i n d i v i d u a l  
i t e ms  c o m p r i s i n g  the  D i s e a s e  C o n v i c t i o n  s c a l e  were  e xami ned  
in t e r ms  o f  c o r r e l a t i o n  c o e f f i c i e n t s  w i t h  the s a t i s f a c t i o n  
s c a l e s .  The IBQ i tem t h a t  was c o n s i s t e n t l y  more s t r o n g l y  
c o r r e l a t e d  w i t h  s a t i s f a c t i o n  compared t o  the o t h e r  s c a l e  
i t e ms  ( a l b e i t  v e r y  w e a k l y ,  in a b s o l u t e  te r ms)  was the  i t e m :
' I f  the  d o c t o r  t o l d  you t h a t  he c o u l d  f i n d  n o t h i n g  wrong  
w i t h  you would  you b e l i e v e  h i m ? ' .
T h i s  i t em c o r r e l a t e d  w i t h  the a r t  o f  c a r e  s c a l e  
( 0 . 1 2 ) ,  w i t h  the t e c h n i c a l  q u a l i t y  s c a l e  ( 0 . 2 4 )  and the  
e f f i c a c y  s c a l e  ( 0 . 2 0 ) .  One i n t e r p r e t a t i o n  o f  t h i s  
a s s o c i a t i o n  c o u l d  s t i l l  be t h a t  o f  a p r o c es s  whereby  some 
p a t i e n t s  were  so c on ce r ne d  by s e r i o u s  d i s e a s e  t h a t  t h e y  
acknowl edged  t h e i r  r e s i s t a n c e  t o  r e a s s u r a n c e  in t h e i r
r e s p o n s e s  t o  t h i s  ( I B Q )  i tem and were  s u b s e q u e n t l y
d i s s a t i s f i e d  w i t h  c l i n i c  s t a f f ' s  e f f o r t s  t o  r e a s s u r e .  T h i s
w ou l d  s t i l l  i n v o l v e  an emphas is  i n h e r e n t  in the s c a l e  upon 
' a b n o r m a l '  p r e o c c u p a t i o n  w i t h  d i s e a s e .  The s i g n i f i c a n c e  o f  
the  s c a l e  w i l l  need t o  be r e c o n s i d e r e d  l a t e r  in the  c h a p t e r  
a f t e r  i t s  impor t ance  in m u t i v a r i a t e  a n a l y s i s  has been  
exam i n e d .
Of p a r t i c u l a r  i n t e r e s t  i s  the c o r r e l a t i o n  between  
s a t i s f a c t i o n  and the D e n i a l  s c a l e  o f  the  IBQ whi ch  i s  in  
the o p p o s i t e  d i r e c t i o n  f rom the c o r r e l a t i o n s  i n v o l v i n g  the  
o t h e r  s i x  s c a l e s .  T h i s  r e s u l t  r u n s  c o u n t e r  to  G r e e n l e y  and
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c o l l e a g u e s '  ( 1 9 8 2 )  f i n d i n g  t h a t  the  s ub - gr oup  amongst  t h e i r  
d i s t r e s s e d  sample who were p a r t i c u l a r l y  di  s s a t  i s f i e d  were  
t hose  who were both p s y c h i a t r i c a l l  y d i s t r e s s e d  but  a l s o  
d e n i e d  and f a i l e d  t o  r e c o g n i s e  such p r ob l e m s .  T h i s  d e n i a l  
was seen by the i n v e s t i g a t o r s  as r e s u l t i n g  in q u i t e  
u n r e a l i s t i c  e x p e c t a t i o n s  o f  the  p r o f e s s i o n a l  f r om whom t h e y  
s ought  h e l p .  However the c o n c e p t  o f  D e n i a l  in p s y c h i a t r y  
i s  p a r t i c u l a r l y  p r o b l e m a t i c  and i t s  o p e r a t i o n a l i s a t i o n  in 
the  IBQ i n v o l v e s  some q u e s t i o n a b l e  a s s u m pt i o n s .  F i v e  i tems  
c omp r is e  the s c a l e  and the f o l l o w i n g  two i t ems a r e  t y p i c a l :
E x c e p t  f o r  your  i l l n e s s ,  do you have any p r ob l ems  in your  
1 i f e ?
Do you have any f i n a n c i a l  p r ob l ems?
N e g a t i v e  r e p l i e s  t o  e i t h e r  i t em a r e  s c o r e d  as  
DOSi t i v e  on the s c a l e  o f  D e n i a l .  D e n i a l  i s  c o n c e i v e d  of  
as d e n y i n g  the p r esence  o f  such p r o b l e m s .  The p o s i t i v e  
c o r r e l a t i o n  of  s a t i s f a c t i o n  s c o r e s  and the D e n i a l  s c a l e  
a r i s e s  because those who m a i n t a i n  t h a t  t hey  do not  have  
v a r i o u s  f i n a n c i a l ,  f a m i l y  and o t h e r  prob l ems a l s o  r e p o r t  
t h e ms e l v e s  as p o s i t i v e l y  s a t i s f i e d  w i t h  t h e i r  h e a l t h  c a r e .  
O b v i o u s l y  the assumpt i on  b e h i n d  the c o n s t r u c t i o n  o f  the  
D e n i a l  s c a l e  i s  t h a t  many r e s p o n d e n t s  may a c t u a l l y  have  
such pr ob l ems  but  deny t h e i r  e x i s t e n c e .  However a s i m p l e r  
a ssumpt i on  than t h a t  c o n t a i n e d  w i t h i n  the IBQ i s  t h a t  many 
n e g a t i v e  r esponses  t o  q u e s t i o n s  about  p rob l ems r e p r e s e n t  
a c c u r a t e  p e r c e p t i o n s  o f  t h e i r  l i v e s !  U n l i k e  the o t h e r  
s c a l e s  in which t h e r e  i s  a f a c e  v a l i d i t y  t o  s e l f  r e p o r t e d
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symptoms or  c o n c e r n s ,  t h i s  s c a l e  i n v o l v e s  c o n s i d e r a b l e  
i n t e r p r e t a t i o n  o f  the r e s p o n s e s ,  whi ch  may no t  be w a r r a n t e d  
in the  absence o f  f u r t h e r  s u p p o r t i n g  e v i d e n c e .  I f  t h i s  
i n t e r p r e t a t i o n  o f  the D e n i a l  s c a l e  i s  c o r r e c t ,  then those  
who have more prob l ems in t h e i r  l i v e s  a l s o  r e p o r t  more  
d i s s a t i s f a c t i o n  w i t h  the STD c l i n i c .  T h i s  wo u l d  be 
c o n s i s t e n t  w i t h  the a s s o c i a t i o n  f ound  in P a t r i c k  and  
c o l l e a g u e s '  s t u d y  <1983)  be tween h i gh  l i f e  e v e n t s  s c o r e s  
and p a t i e n t  d i s s a t i s f a c t i o n .
D i s t r e s s  as concern  about  the  p r e s e n t e d  p r ob l em
The I l l n e s s  Concern Q u e s t i o n n a i r e  was c o n s t r u c t e d  
s p e c i f i c a l l y  t o  r e c o r d  the f r e q u e n c y  and t y p e s  o f  w o r r i e s ,  
f e a r s  and c o ncer ns  in STD c l i n i c s .  I t  was d e v e l o p e d  ou t  o f  
q u e s t i o n s  asked in a p r e v i o u s  s u r v e y  ( F i t z p a t r i c k  e t  a l . ,  
1 9 8 6 ) ,  and made no a ss u mp t i on s  about  the n o r m a l i t y  or  
a p p r o p r i a t e n e s s  of  such c o n c e r n s .  The r e s u l t s  o f  r es p o n s e s  
t o  t h i s  q u e s t i o n n a i r e  a re  g i v e n  in T a b l e  2 6 .  I t  i s  c l e a r  
t h a t  t h e r e  a re  a d i v e r s i t y  o f  c o n c e rn s  amongst  p a t i e n t s  
a t t e n d i n g  the STD c l i n i c .  Resear ch  in t h i s  f i e l d  has  
l a r g e l y  f o c u s ed  upon the abnormal  c o ncer ns  o f  those who 
have no o r g a n i c  d i s e a s e  ( K i t e  and G r i m b l e , 1963 ;  Oa t es  and  
Gomez,  1 9 8 4 ) ,  whereas  the c o n c e r n s  and f e a r s  o f  the  
m a j o r i t y  o f  p a t i e n t s  w i t h  symptcxns o r i g i n a t i n g  f rom o r g a n i c  
d i s e a s e  have r ema i ned  unexami ned .  Mor eover  most  
d i s c u s s i o n s  c o n s i d e r  f e a r s  a bout  ser  i ous d i s e a s e .  T h i s  
has a l s o  been the a lmost  e x c l u s i v e  f o c u s  o f  r e s e a r c h  i n t o  
p a t i e n t s '  concer ns  in o t h e r  a r e a s  o f  m e d i c i n e  ( Br od y  and  
Mi 1 e r , 1 9 8 6 ;  Deyo and D i e h l , 1 9 8 6 ) .  C e r t a i n l y  such c o n c e rn s
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a r e  commonly acknowl edged In t h i s  samp l e .  However  i t  i s  
n o t i c e a b l e  t h a t  the most f r e q u e n t l y  c i t e d  concern  i s  about  
a p a r t i c u l a r  p o s s i b l e  s o c i a l  i m p l i c a t i o n  o f  the  p r e s e n t e d  
p r o b l e m  -  47% o f  the sample e x p r e s s e d  the concer n  t h a t  
t h e i r  symptoms m i gh t  i n t e r f e r e  w i t h  t h e i r  sex l i f e .  A 
l a r g e  number o f  p a t i e n t s  a l s o  r e p o r t  w o r r i e s  t h a t  t h e i r  
p r o b l e m  w i l l  no t  c l e a r  up q u i c k l y .  I n  many c as e s  such  
c o n c e r n s  may be based on an a c c u r a t e  a p p r a i s a l  o f  the  
p r e s e n t i n g  p r o b l e m .  Thus t he  d i a g n o s t i c  group whi ch  was  
most l i k e l y  t o  e x p r e s s  c o ncer n  t h a t  the p r e s e n t i n g  p r ob l em  
m i g h t  not  c l e a r  up q u i c k l y  c om p r is e d  those p a t i e n t s  who 
r e c e i v e d  a d i a g n o s i s  o f  H e r p e s ;  41% o f  t h i s  group o f  
p a t i e n t s  e x p r e s s e d  t h e ms e l v e s  as ' v e r y  much'  c o n c e r n e d  
a bout  t h i s  a s p e c t  o f  t h e i r  h e a l t h  p r o b l e m ,  and t h e i r  
c o n c e r n s  a r e  q u i t e  c o n s i s t e n t  w i t h  the c h r o n i c  c o u r se  o f  
the  d i s o r d e r  ( H u t f i e l d , 1 9 6 8 ) .
The c o r r e l a t i o n s  between I l l n e s s  Concern  
Q u e s t i o n n a i r e  i t ems  and the t h r e e  s a t i s f a c t i o n  s c a l e s  a re  
shown in T a b l e  2 7 .  They i n d i c a t e  t h a t  many o f  the  
p a r t i c u l a r  co n ce r ns  e xp r e s s e d  by p a t i e n t s  b e f o r e  s e e i n g  the  
d o c t o r  a r e  m o d e s t l y  but  s i g n i f i c a n t l y  c o r r e l a t e d  w i t h  
subsequent  s a t i s f a c t i o n  s c o r e s .  The g r e a t e r  any p a r t i c u l a r  
c o n c e r n ,  the h i g h e r  the p r o b a b i l i t y  o f  subsequent  
d i s s a t i s f a c t i o n .  A few i t ems  are  u n r e l a t e d  to  
s a t i s f a c t i o n ;  the f e a r  t h a t  the  p r e s e n t i n g  p r ob l em may be a 
s e r i o u s  d i s e a s e ,  f o r  e xa mp l e .  Ot her  q u e s t i o n s  however  show 
a c o n s i s t e n t  r e l a t i o n s h i p  w i t h  s a t i s f a c t i o n ;  ' w o r r y  t h a t  
the p r ob l em m i gh t  not  c l e a r  up q u i c k l y '  i s  s i g n i f i c a n t l y  
r e l a t e d  t o  a l l  t h r e e  s a t i s f a c t i o n  s c a l e s .  T h i s  q u e s t i o n
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a l s o  shows the  h i g h e s t  c o r r e l a t i o n  o f  a concer n  i tem w i t h  a 
s a t i s f a c t i o n  s c a l e  -  h a v i n g  a c o r r e l a t i o n  o f  - 0 . 3 0  w i t h  
' s a t i s a f a c t i o n  w i t h  the e f f i c a c y  o f  c a r e ' .
I t  i s  a p p a r e n t  f r om the t a b l e  t h a t  s p e c i f i c  i l l n e s s  
c on ce r n  i t e ms  had s i m i l a r  r e l a t i v e  e f f e c t s  on a l l  t h r e e  
s c a l e s  o f  s a t i s f a c t i o n .  Thus the concern  t h a t  ' t h e  p r o b l e m  
may n o t  c l e a r  up q u i c k l y '  was more s t r o n g l y  c o r r e l a t e d  than  
any o t h e r  concern  i tem w i t h  ' s a t i s f a c t i o n  w i t h  e f f i c a c y ' .  
T h i s  same concern  was a l s o  the  most  s t r o n g l y  a s s o c i a t e d  o f  
a l l  the  concern  i t ems  w i t h  the  o t h e r  two s a t i s f a c t i o n  
s c a l e s .  S i m i l a r l y  the q u e s t i o n n a i r e  i tems  on ' c o n c e r n s  
w h e t h e r  the p r e s e n t e d  p r ob l em wou l d  p rove  s t r a i g h t  f o r w a r d '  
and ' c o n c e r n  t h a t  the p r ob l em may prove  p a i n f u l '  were  bo t h  
c o r r e l a t e d  w i t h  a l l  t h r e e  s a t i f a c t i o n  s c a l e s .  On the o t h e r  
hand ,  the q u e s t i o n  r e g a r d i n g  concern  about  the  p o s s i b i l i t y  
o f  a s e r i o u s  i l l n e s s  was e q u a l l y  w e a k l y  c o r r e l a t e d  w i t h  a l l  
t h r e e  s a t i s f a c t i o n  s c a l e s .
A f f e c t  in m e d i c a l  s o c i o l o g y
At  t h i s  p o i n t  i t  may be w o r t h w h i l e  both  t o  
d e l i n e a t e  the common ground in Ben S i r a ' s  r e s e a r c h  and in 
the  approach  advanced h e r e ,  and t o  draw out  c e r t a i n  
c o n t r a s t s  between the two a p p r o a c h e s .  Both a pp r oac h e s  
a s s i g n  an i m p o r t a n t  r o l e  t o  e m o t i o n a l  d i s t r e s s  and c oncer n  
in the  e x p e r i e n c e  of  i l l n e s s  and h e l p  s e e k i n g .  I nd e ed  in 
Ben S i r a ' s  model ' a n x i e t y  as a consequence o f  the p a t i e n t ' s  
e v a l u a t i o n  o f  the mean i ng ,  s e r i o u s  and p o s s i b l e  outcome o f  
the d i s t u r b a n c e '  (Ben S i r a , 1 9 8 0 : 1 7 1 )  p l a y s  a p i v o t a l  r o l e
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in the  mo d e l .  I n  the  r e s u l t s  o f  the STD c l i n i c  s t u d y  
f a c t o r s  such as c o n c e r n s  about  h e a l t h  a l s o  p l a y  an 
i m p o r t a n t  r o l e .  I n  t h i s  sense both a pp r oac h e s  may be s a i d  
t o  c o n t r a s t  w i t h  the  domi nant  a ppr oaches  w i t h i n  m e d i c a l  
s o c i o l o g y ,  w h i c h ,  in i ss u e s  such as r e l a t i o n s  be t ween  
d o c t o r s  and p a t i e n t s  have i n c r e a s i n g l y  n e g l e c t e d  t h a t  
a s p e c t  o f  i l l n e s s  wh i ch  i n v o l v e s  a f f e c t i v e  c o n c e r n s .  I n  
i d e n t i f y i n g  a g r e a t e r  r o l e  f o r  s o c i o l o g y  in t h i s  f i e l d ,  
a u t h o r s  such as F r e i d s o n  ( 1 9 7 0 ) ,  D i n g w a l l  ( 1 9 7 6 )  and L o c ke r  
( 1 9 7 9 )  have tended  t o  p l a c e  g r e a t e r  emphas is  upon 
i n d i v i d u a l s '  c o g n i t i o n s  and i n t e r p r e t a t i o n s  o f  i l l n e s s  as  
e s s e n t i a l  t o  any e x p l a n a t i o n  o f  t h e i r  i l l n e s s  b e h a v i o u r .
In  p a r t i c u l a r  t h i s  approach t o  u n d e r s t a n d i n g  a c t i o n  
in r esponse  t o  i l l n e s s  has f o c u s ed  upon the i m p o r t a n c e  o f  
l a y  h e a l t h  k no w l e d g e ,  and l a y  c o g n i t i v e  t h e o r i e s  o f  i l l n e s s  
( B o u l t o n  e t  a l . , 1 9 8 6 ) .  As Ca l nan o b s er ve s
( C a l n a n , 1 9 8 7 : 1 4 4 ) ,  v e r y  few e m p i r i c a l  s o c i o l o g i c a l  s t u d i e s  
have p ur sued  the l a r g e l y  t h e o r e t i c a l  c l a i m s  f o r  the  
i mp o r ta n ce  o f  l a y  t h e o r i e s  and l a y  h e a l t h  k n o w l e d g e .  The  
momentum f o r  e x p l o r i n g  t h i s  d imensi on  of  i l l n e s s  b e h a v i o u r  
has l a r g e l y  been s u s t a i n e d  by me d i c a l  a n t h r o p o l o g i s t s  such  
as K l e inman ( 1 9 8 0 ) ,  Blumhagen ( 1 9 8 0 ) ,  Helman ( 1 9 7 8 )  and  
Good ( 1 9 7 7 ) ,  who have d e v e l o p e d  a more f o r ma l  and e l a b o r a t e  
appr oach  t o  the i n v e s t i g a t i o n  of  l a y  t h e o r i e s  and t h e i r  
s i g n i f i c a n c e  in i s s u e s  such as i l l n e s s  b e h a v i o u r  and  
communi ca t i on  between p a t i e n t s  and d o c t o r s .  I n  t h i s  
approach  p a t i e n t s '  v i e w s  about  the c au s e s ,  c ou r se  and  
a p p r o p r i a t e  t r e a t m e n t  f o r  t h e i r  i l l n e s s  become d e c i s i v e  
f a c t o r s  in d e t e r m i n i n g  the outcomes o f  c o n s u l t a t i o n s
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bet ween  p a t i e n t s  and t h e i r  d o c t o r s .  The v a l u e  o f  t h i s  
appr oach  can be I l l u s t r a t e d  in a s t u d y  by Harwood ( 1 9 7 1 ) .
He f o u n d  t h a t  many P u e r t o  R i c a n s  s u f f e r i n g  f r o m  h e a r t  
f a i l u r e  d i d  not  comply  w i t h  me d i c a l  a d v i c e  r e q u i r i n g  them 
t o  s upp l ement  t h e i r  d i e t  w i t h  orange  J u i c e .  T h e i r  non 
c o m p l i a n c e  c o u l d  be d i r e c t l y  r e l a t e d  t o  f o l k  t h e o r i e s  o f  
ho t  and c o l d  humours,  in wh i ch  o r an g es  were p e r c e i v e d  as  
h a r m f u l .  I n  such a s t u d y ,  i l l n e s s  b e h a v i o u r ,  in t h i s  
i n s t a n c e  non c o m p l i a n c e ,  i s  d i r e c t l y  r e l a t e d  t o  l a y  h e a l t h  
b e l i e f s .  Such r e s e a r c h  i n d i c a t e s  an i m p o r t a n t  r o l e  f o r  the  
s o c i a l  s c i e n c e s  in i n v e s t i g a t i n g  such b e l i e f  sys t ems  and  
a l s o  i s  of  immediate  p r a c t i c a l  r e l e v a n c e  t o  the  p r o v i d e r s  
o f  h e a l t h  c a r e .
Whether  i n v e s t i g a t o r s  have f o c u s ed  upon d e c i s i o n  -  
ma k i ng  appr oaches  such as the  H e a l t h  B e l i e f  Model  
( R o s e n s t o c k , 1 9 7 5 ) ,  or  have a d o p t e d  a n t h r o p o l o g i c a l  
i n t e r e s t s  in ' f o l k  c l a s s i f i c a t i o n s '  o f  i l l n e s s e s  
( H e l m a n , 1 9 7 8 ) ,  the common t e r r i t o r y  t o  many r e c e n t  s o c i a l  
s c i e n t i f i c  a ppr oac he s  has been an emphasis  upon c o g n i t i v e  
components o f  i l l n e s s  e x p e r i e n c e ,  c o n c e n t r a t i n g  upon hcxv 
i n d i v i d u a l s  ' t h e o r i s e '  ' d e f i n e '  and ' i n t e r p r e t '  t h e i r  
h e a l t h  s t a t e s .  However a l t h o u g h  a v a l u a b l e  way o f  
e s t a b l i s h i n g  the i mp o r ta n ce  o f  the p a t i e n t ' s  p e r s p e c t i v e  in 
h e a l t h  c a r e ,  i t  may be t h a t  c o g n i t i v e  b e l i e f s  and t h e o r i e s  
have now been too  e x c l u s i v e l y  emphas i sed .  Young ( 1 9 8 1 )  
w ar ns  of  the r i s k s  o f  t h i s  one s i d e d  emphasis  upon the  
c o g n i t i v e  sea r ch  f o r  ' R a t i o n a l  Man'  in s t u d i e s  o f  i l l n e s s  
b e h a v i o u r  and r e l a t e d  a r e a s .  In  h i s  v i e w ,  the ' E x p l a n a t o r y  
M o d e l s '  p e r s p e c t i v e  has e x c e s s i v e l y  o v er emp h a s i se d  the
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r a t i o n a l ,  l o g i c a l  and o r d e r e d  q u a l i t i e s  o f  i n d i v i d u a l s '  
e x p e r i e n c e s  o f  i l l n e s s .  In p a r t i c u l a r  he i n d i c a t e s  t h r e e  
t y p e s  o f  p r o b l e m s .  F i r s t l y ,  the  e x p l a n a t o r y  mode l s  t h a t  
p a t i e n t s  may produce  in m e d i c a l  a n t h r o p o l o g i c a l  e n q u i r i e s  
may be a r t e f a c t s  o f  the i n v e s t i g a t o r ' s  l i n e  o f  q u e s t i o n i n g  
and the  f a c t  t h a t  r e s p o n d e n t s  can produce such mode l s  
s h o u l d  not  be used as e v i d e n c e  t h a t  t h e y  c o n s t i t u t e  a 
s a l i e n t  d i mensi on  o f  i l l n e s s  e x p e r i e n c e .  S e c o n d l y ,  
i n d i v i d u a l s '  p e r c e p t i o n s  may be d e t e r m i n e d  by o t h e r  
c o g n i t i v e  p r i n c i p l e s  than t h a t  o f  causal  t h i n k i n g .  He i s  
p a r t i c u l a r l y  c o n c e rn e d  about  u n w a r r a n t e d  emphas i s  upon l a y  
o r d e r i n g  o f  e x p e r i e n c e  i n t o  causa l  forms o f  o r g a n i s e d  
k no w l e d g e .  He d i s c u s s e s  ' c h a i n  c o m p l e x e s ' ,  f o r  e x a m p l e ,  in 
whi ch  l a y  a c c ou n t s  o f  i l l n e s s  a r e  not  formed by t h e i r  
b e l i e f s  about  the  causes  o f  t h e i r  symptoms,  bu t  by ' s t r i n g s  
o f  c o n t i g u o u s  and s a l i e n t  e v e n t s ,  s e n s a t i o n s ,  symptoms'  
( Y o u n g , 1 9 8 2 : 6 9 ) .  I n  c h a i n  compl exes  i n d i v i d u a l s  l i n k  
t o g e t h e r  d i f f e r e n t  d r a m a t i c  phases  o f  t h e i r  un i qu e  
e x p e r i e n c e  o f  the  c o ur se  o f  an i l l n e s s ,  but  t h e r e  i s  no 
e f f o r t  towards  ' t h e o r e t i c a l '  or  causal  l i n k i n g .  L a s t l y ,  
Young i m p l i e s ,  but  does not  e l a b o r a t e  upon,  the  i de a  t h a t  
the  E x p l a n a t o r y  Model  approach n e g l e c t s  the purpose  o f  
the l a y  knowledge about  h e a l t h  and i l l n e s s  f o c u s e d  upon in 
E x p l a n a t o r y  Mode l s  ( Y o u n g , 1 9 8 2 : 6 2 ) .  H e a l t h  b e l i e f s  and  
h e a l t h  knowledge a re  r e c a l l e d  or  m o b i l i s e d  by i n d i v i d u a l s  
t o  r e s o l v e  some p a r t i c u l a r  concern  or  a c h i e v e  a p a r t i c u l a r  
g o a l ,  such as f i n d i n g  r e l i e f  f r om p a i n .  I l l n e s s  r e s u l t s  in 
e m o t i o n a l  d i s t r e s s ,  out  o f  wh i ch  emerges in t u r n  the  goal  
t o  seek r e l i e f  f r om d i s t r e s s .  T h i s  p o i n t  i s  no t  d e v e l o p e d  
by Young,  but  i s  o f  some i m p o r t a n c e .  I l l n e s s  b e h a v i o u r  and
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m ed i c a l  h e l p  s e e k i n g  occur  t o  a c h i e v e  s o l u t i o n s  t o  
p r o b l e m s .  The goal  may be symptom r e l i e f ,  r e a s s u r a n c e ,  
r e d u c t i o n  o f  d i s a b i l i t y  or  s t i g m a ,  or  s u p p o r t .  C o g n i t i v e  
b e l i e f s  and l a y  t h e o r i e s  about  c a u s a t i o n  may f r e q u e n t l y  
e n t e r  i n t o  such g o a l s  ( f o r  e x a mp l e ,  where b e l i e f s  a bout  
c e r t a i n  symptoms b e i n g  s i g n s  o f  c ancer  may m o t i v a t e  a 
p a t i e n t  t o  seek m e d i c a l  r e a s s u r a n c e ) .  N e v e r t h e l e s s  i t  i s  
the  p a t i e n t ' s  g o a l s  and c o n c e r n s  t h a t  make most  sense o f  
h i s  or  her  i l l n e s s  b e h a v i o u r ,  not  the c o n t e n t  o f  c o g n i t i v e  
b e l i e f s  a l o n e .  In the h y p o t h e t i c a l  exampl e ,  b e l i e f s  about  
the s i g n s  and symptoms o f  c an c e r  do not  by t h e m s l v e s  
d e t e r m i n e  the p a t i e n t ' s  d e c i s i o n  t o  c o n s u l t ;  i t  i s  the  
d i s t r e s s  t h a t  a t t e n d s  t h o u g h t s  about  canc e r  t h a t  prompt  the  
need f o r  h e l p  f rom a h e a l t h  p r o f e s s i o n a l .  Thus i t  may be 
a r g u e d  t h a t  the d i men s i on  t h a t  i s  m i s s i n g  f r om r e c e n t  
a c c o u n t s  o f  the e x p e r i e n c e  o f  i l l n e s s  in a u t h o r s  such as  
D i n g w a l l ,  F r e i d s o n ,  Loc ke r  and Kle inman i s  any e x p l i c i t  
f o c u s  upon those  g o a l s  and e m o t i o n a l  c o n c e r n s ,  ( o t h e r  than  
p u r e l y  c o g n i t i v e  g o a l s  such as s e e k i n g  an e x p l a n a t i o n )  
whi ch  m o t i v a t e  i l l n e s s  b e h a v i o u r  such as s e e i n g  a d o c t o r .  
I l l n e s s  may r e s u l t  in p a i n ,  s t i g m a ,  d i s c o m f o r t ,  d i s a b i l i t y ,  
a n x i e t y ,  f e a r ,  concern  about  the f u t u r e ,  as w e l l  as  the  
need f o r  the  r e s o l u t i o n  o f  the  c o g n i t i v e  p r ob l ems  t h a t  have  
been so emphas ised by the r e c e n t  medica l  a n t h r o p o l o g y  and  
me d i ca l  s o c i o l o g y  o f  i l l n e s s  b e h a v i o u r .  I l l n e s s  r e s u l t s  in 
a range  of  e m o t i o n a l l y  d i s t r e s s i n g  e x p e r i e n c e s  t h a t  may 
prompt  the need f o r  a c t i o n .
When Mechani c  ( 1 9 6 8 )  f i r s t  s e t  out  the r e s e a r c h  
i s s u e s  i n v o l v e d  in i l l n e s s  b e h a v i o u r ,  a wide  range  o f
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v a r i a b l e s  were i n c l u d e d .  He d i s c u s s e s  the i mp o r ta n ce  f o r  
u n d e r s t a n d i n g  i l l n e s s  b e h a v i o u r  o f  i s s ue s  such as:  w h e t h e r  
i n d i v i d u a l s  r e g a r d  symptoms as s e r i o u s  ( 1 9 6 8 : 1 4 4 ) ;  p a i n  
t o l e r a n c e  ( 1 9 6 8 : 1 4 7 ) ;  a n x i e t y  and f e a r  ( 1 9 6 8 :  152)  and  
s t i g m a  ( 1 9 6 8 : 1 5 1 ) .  A common e l e m e n t  o f  such f a c t o r s  i s  
t h a t  t h e y  i n v o l v e  e m o t i o n a l  as  w e l l  as c o g n i t i v e  
component s .  I n  a s u bsequent  d i s c u s s i o n  ( M e c h a n i c , 1 9 7 2 ) ,  he 
emp h as i ses  the i m p o r t a n t  r o l e  t h a t  e m o t i o n a l  a r o u s a l  may 
p l a y  in the e x p e r i e n c e  o f  symptoms.  More r e c e n t l y ,  the  
d i v e r s i t y  o f  such g o a l s  and c o n c e r n s  in p r o m p t i n g  i l l n e s s  
b e h a v i o u r  has been l e s s  s a l i e n t  in r e s e a r c h .  One r e c e n t  
e x c e p t i o n  i s  a s t u d y  by Brody and M i l l e r  ( 1 9 8 6 ) ,  wh i ch  
exami ned  the  i l l n e s s  c o n c e r n s  o f  p a t i e n t s  s e e k i n g  m ed i c a l  
h e l p  f o r  upper  r e s p i r a t o r y  i n f e c t i o n s .  They examined  
c o n c e r n s  about  the s e r i o u s n e s s  o f  p r e s e n t i n g  symptoms,  
f e a r s  about  the f u t u r e  s e r i o u s n e s s  o f  the prob l em and  
b e l i e f s  about  wh e th e r  symptoms c o u l d  e a s i l y  be c l e a r e d  up.  
They  c o n c l u d e d  t h a t  such c o n c e r n s  were  r e m a r k a b l y  common 
and needed f u r t h e r  i n v e s t i g a t i o n .
In t h i s  sense t h e r e f o r e  Ben S i r a ' s  approach i s  
p a r t i c u l a r l y  t o  be wel comed.  H i s  t h e o r y  i s  d e v e l o p e d  w i t h  
c o n s c i o u s  a t t e n t i o n  g i v e n  t o  the  i n t e r p l a y  of  e m o t i o n a l  and 
c o g n i t i v e  f a c t o r s  in the e x p e r i e n c e  o f  i l l n e s s  and t o  the  
a f f e c t i v e  g o a l s  t h a t  m o t i v a t e  h e l p  s e e k i n g .  Y e t  the  
s p e c i f i c  approach to  e m ot i o n a l  or  a f f e c t i v e  f a c t o r s  a d o p t e d  
by Ben S i r a  has two m a j o r  l i m i t a t i o n s .  In the f i r s t  p l a c e  
i t  t r e a t s  concern and a n x i e t y  as a s i n g l e  p s y c h o l o g i c a l  
c o n t i n u u m .  I n d i v i d u a l s  a r e  seen to  v a r y  on a s i n g l e  and  
s t a t i c  s c a l e  o f  concern about  h e a l t h .  T h i s  i s  t o  work w i t h
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a q u i t e  s i m p l i s t i c  p s y c h o l o g i c a l  c o n s t r u c t ,  g i v e n  the  
e v i d e n c e  of  complex s i t u a t i o n a l  f a c t o r s  t h a t  may i n f l u e n c e  
t h r e s h o l d s  and p e r c e p t i o n s  o f  o n e ' s  h e a l t h  s t a t e  and  
c o n c e r n  about  h e a l t h  and i l l n e s s .  The a n x i e t y  l e v e l s  o f  
h o s p i t a l i s e d  p a t i e n t s  a re  known t o  v a r y  enor mous l y  d u r i n g  
the  c o u r se  o f  a s t a y  in h o s p i t a l  and t o  be d e t e r m i n e d  by  
s i t u a t i o n a l  f a c t o r s  such as the amount o f  i n f o r m a t i o n  g i v e n  
a b o u t  t h e i r  t r e a t m e n t  and the t y p e s  o f  p r o c e d u r e s  
e x p e r i e n c e d ,  as much as by i n d i v i d u a l  v a r i a t i o n  in such 
v a r i a b l e s  as c op i ng  s t y l e  or  p e r s o n a l i t y  (Newman,1 9 8 4 ) .  By 
d i s c u s s i n g  a s i n g l e  s t a t i c  and u n d i f f e r e n t i a t e d  ' c o n c e r n  
a bout  h e a l t h ' ,  no a l l o w a n c e  a t  a l l  i s  made f o r  the  
c o g n i t i v e  -  a f f e c t i v e  i n t e r p l a y s  i n v o l v e d  in the e x p e r i e n c e  
o f  i l l n e s s .  The t h e o r y  of  e mo t i o n s  p r oposed  by L a z a r u s  
( 1 9 6 6 )  depends upon a c o n t i n u o u s  f l o w  o f  c o g n i t i v e  
a p p r a i s a l s  a c t i n g  t o  shape e m ot i o n a l  r es p o n s e s  t o  s t r e s s .  
Thus the  degree  o f  t h r e a t  and e m ot i o n a l  a r o u s a l  posed by  
s t r e s s o r s  such as i l l n e s s  i s  m e d i a t e d  by the meani ng g i v e n  
t o  the  t h r e a t  by an i n d i v i d u a l .  C o g n i t i v e  a p p r a i s a l s  and  
r e a p p r a i s a l s  c o n s t a n t l y  m o d i f y  the  n a t u r e  o f  e mo t i o n a l  
r e s p o n s e s  t o  t h r e a t  in a way t h a t  a r e  i n c o n s i s t e n t  w i t h  a 
s t a t i c  concept  of  h e a l t h  c o n c e r n .
The second probl em in Ben S i r a ' s  approach t o  
a f f e c t i v e  concer ns  i s  t h a t  the co n ce p t  does not  a l l o w  f o r  
the  d i v e r s i t y  of  p o s s i b l e  c o n c e rn s  in any g i ve n  p a t i e n t  
p o p u l a t i o n .  To reduce  p a t i e n t s '  a f f e c t i v e  c o n c e r n s  t o  a 
s i n g l e  d imensi on  o f  concern  about  h e a l t h  i s  t o  i gn o r e  the  
d i v e r s i t y  o f  co n ce r ns  in c l i n i c s .  Concerns  about  symptoms  
in the  STD c l i n i c  may v a r i o u s l y  f o c u s  upon p e r s o n a l  t h r e a t
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t o  l o n g  term h e a l t h ,  l i m i t a t i o n s  imposed on c u r r e n t  s exua l  
b e h a v i o u r ,  i n c a p a c i t y  and d i s a b i l i t y ,  or  s i m p l e  p a i n  and  
d i s c o m f o r t .  Ben S i r a  o p e r a t e s  w i t h  a concept  o f  c oncer n  
w hi ch  o n l y  r e a l l y  i n c o r p o r a t e s  f e a r  about  d i s e a s e .  The  
d i v e r s i t y  o f  c o n c e r n s  in the  STD c l i n i c  s u g g e s t s  the  need  
f o r  d i f f e r e n t  c on c e r n s  t o  be r e c o g n i s e d .  The h e t e r o g e n e i t y  
o f  such c o n c e rn s  canno t  be c o n t a i n e d  in a s i n g l e  c o n t i n u u m .  
M o r e o v e r  c l i n i c s  may be v e r y  s u c c e s s f u l  a t  a d d r e s s i n g  or  
h e l p i n g  some s t r o n g l y  f e l t  c o n c e r n s  y e t  f a i l  w i t h  r e g a r d  t o  
o t h e r s .  On l y  an approach  in wh i ch  the d i v e r s i t y  o f  
p a t i e n t s '  c on c e r n s  i s  r e c o g n i s e d  w i l l  p e r m i t  a b a l a n c e  
s h e e t  o f  the s u cc e ss e s  and f a i l u r e s  o f  med i ca l  w o r k .  J u s t  
as a pp e a r e d  t o  be the case in the  n e u r o l o g i c a l  c l i n i c s .  In 
the  c o n t e x t  o f  the  STD c l i n i c ,  d i f f e r e n t  c o n c e r n s  v a r i e d  in 
t he  e x t e n t  t o  wh i ch  t h e y  s u b s e q u e n t l y  gave r i s e  t o  
di  s s a t  i s f a c t i o n .
The f i n a l  p rob l em w i t h  Ben S i r a ' s  use o f  a f f e c t i v e  
c o n c e r n s  has a l r e a d y  been r e p e a t e d l y  e mphas i sed .  The  
p r es e n c e  o f  a n x i e t y  and f e a r  in a p a t i e n t  i s  c o n s i d e r e d  to  
r e s u l t  in r e l i a n c e  upon the d o c t o r ' s  a f f e c t i v e  b e h a v i o u r .  
T h i s  a s s e r t i o n  has been shown t o  have both l o g i c a l  and  
e m p i r i c a l  f l a w s .
The need to  examine sub-orouDS and i n t e r a c t i o n s
I t  has been e s t a b l i s h e d  t h a t  t h r e e  d i f f e r e n t  k i n d s  
o f  v a r i a b l e s  a r e  a s s o c i a t e d  w i t h  subsequent  s a t i s f a c t i o n
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w i t h  c l i n i c  c a r e  in the STD c l i n i c :
( 1 )  backgr ound s o c i a l  and b i o g r a p h i c a l  v a r i a b l e s  such as  
e d u c a t i o n  and w he t h e r  or  no t  a p a t i e n t  had p r e v i o u s l y  
a t t e n d e d  the  c l i n i c ,
( 2 )  p s y c h o l o g i c a l  v a r i a b l e s  a s s e s s i n g  d i f f e r e n t  a s p e c t s  o f  
p s y c h o l o g i c a l  d i s t r e s s ,  such as the  GHQ measure  o f  
' c a s e n e s s '  and p a r t i c u l a r  s c a l e s  f rom the I l l n e s s  B e h a v i o u r  
Q u e s t i o n n a i r e ,  e s p e c i a l l y  t hose  which  r e l a t e  t o  c on c e r n s  
a bout  h e a l t h ,  namel y .  H y p o c h o n d r i a s i s  and D i se a s e  
C o n v i c t i o n ,  and
( 3 )  v a r i a b l e s  s p e c i f i c a l l y  r e l a t i n g  t o  the p a t i e n t ' s  
p e r c e p t i o n s  and co n ce r ns  in r e l a t i o n  t o  the  p r e s e n t e d  
h e a l t h  p r ob l em a t  the t ime o f  c o n s u l t i n g  the  STD c l i n i c .
So f a r  these  v a r i a b l e s  have been p r e s e n t e d  
s e p a r a t e l y ,  w h e re a s ,  as i s  u s u a l l y  the case in such d a t a ,  
many o f  the v a r i a b l e s  t h a t  have been r e l a t e d  t o  
s a t i s f a c t i o n  a r e  a l s o  r e l a t e d  t o  each o t h e r .  S e v e r a l  o f  
the  backgr ound s o c i a l  v a r i a b l e s  a re  a s s o c i a t e d  w i t h  each  
o t h e r ,  so t h a t ,  f o r  exa mpl e ,  amongst  men homosexual  
p a t i e n t s  a r e  more l i k e l y  t o  be ' o l d '  r a t h e r  than ' n e w '  
a t t e n d e r s  o f  the c l i n i c .  Background v a r i a b l e s  a re  a l s o  
a s s o c i a t e d  w i t h  some of  the p s y c h o l o g i c a l  v a r i a b l e s  
measured by the IBQ.  Thus ' o l d '  p a t i e n t s  a r e  more l i k e l y  
than ' n e w '  p a t i e n t s  to  s cor e  h i g h l y  on the s c a l e  o f  
h y p o c h o n d r i a s i s  (Chi  square  = 2 3 . 3 5 ,  d . f . 9 ,  P< 0 . 0 1 ) .  
F u r t h e r m o r e  background v a r i a b l e s  a re  f r e q u e n t l y  a s s o c i a t e d  
w i t h  s p e c i f i c  i l l n e s s  c o n c e r n s .  For  example male  
h e t e r o s e x u a l s  compared w i t h  homosexua ls  a r e  much more  
l i k e l y  t o  r e p o r t  t h e ms e l ves  as  c o ncer ned  about  p o s s i b l e
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i m p l i c a t o n s  f o r  t h e i r  f e r t i l i t y  a r i s i n g  f r om the  p r e s e n t e d  
p r ob l e m (Chi  square  = 1 9 . 0 8  d . f .  3 P < 0 . 0 0 0 1 ) .  T h e r e  a r e  
l i m i t a t i o n s  in e x a m i n i n g  s e p a r a t e l y  the d i f f e r e n t  t y p e s  o f  
v a r i a b l e s  t h a t  r e l a t e  t o  s a t i s f a c t i o n .  T h i s  does no t  a l l o w  
f o r  the  p o s s i b i l i t y  o f  i n t e r a c t i v e  e f f e c t s  upon 
s a t i s f a c t i o n  t o  emerge .  H i r s h i  and S e l v i n  ( 1 9 7 3 : 1 1 1 )  make 
the  p o i n t  t h a t  s o c i o l o g i s t s  o f t e n  use the  t e rms  
' i n t e r a c t i o n '  ' c o n d i t i o n a l  r e l a t i o n '  and ' s p e c i f i c a t i o n '  
i n t e r c h a n g e a b l y .  ' I n t e r a c t i o n '  i s  he r e  used t o  r e f e r  t o  a 
s i t u a t i o n  where the r e l a t i o n  between two v a r i a b l e s  depends  
on the v a l u e s  o f  a t h i r d  v a l u e .  One example o f  such 
i n t e r a c t i v e  e f f e c t s  can be seen by e x a m i n i n g  the  
r e l a t i o n s h i p  between p a t i e n t  s t a t u s  ( ' o l d '  o r  ' n e w ' ) ,
D i s e a s e  C o n v i c t i o n  and the t h r e e  s a t i s f a c t i o n  s c a l e s .
I n  T a b l e  28 the d i f f e r e n c e s  between ' o l d '  and ' n e w '  
p a t i e n t s '  s a t i s f a c t i o n  s c o r e s  on the t h r e e  s c a l e s  a r e  shown 
f o r  t h r e e  d i f f e r e n t  v a l u e s  o f  the D i se a s e  C o n v i c t i o n  S c a l e  
o f  the  IBQ.  In  a l l  cas e s  i t  i s  the ' o l d '  p a t i e n t s  who a re  
more l i k e l y  t o  e x p r e s s  d i s s a t i s f a c t i o n .  Amongst p a t i e n t s  
w i t h  a low D i sease  C o n v i c t i o n  s c o r e ,  the Z v a l u e s  
( M a n n - W h i t n e y  t e s t )  a r e  q u i t e  smal l  and the  d i f f e r e n c e s  not  
s i g n i f i c a n t .  However as the l e v e l  of  D i se a s e  C o n v i c t i o n  
i n c r e a s e s ,  so too the 2 v a l u e s  i n c r e a s e  f o r  a l l  t h r e e  
s c a l e s  o f  s a t i s f a c t i o n .  However amongst the p a t i e n t s  w i t h  a 
medium s co r e  on D i sea s e  C o n v i c t i o n ,  o n l y  one o f  the t h r e e  
d i f f e r e n c e s  - s a t i s f a c t i o n  w i t h  the t e c h n i c a l  q u a l i t y  o f  
c a r e  -  i s  s i g n i f i c a n t .  For  those  p a t i e n t s  w i t h  a h i gh  
D i s e a s e  C o n v i c t i o n  s c o r e ,  the  d i f f e r e n c e s  between ' o l d '  and  
' n e w '  p a t i e n t s  a re  h i g h l y  s i g n i f i c a n t  f o r  the a r t  o f  c a r e
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and t e c h n i c a l  q u a l i t y  s c a l e s .
An a l t e r n a t i v e  way o f  e xa m i n i n g  i n t e r a c t i o n  in t h i s  
i n s t a n c e  i s  t o  examine the  c o r r e l a t i o n s  ( P e a r s o n  r ) be tween  
the  s c a l e  of  D i se a s e  C o n v i c t i o n  and the s a t i s f a c t i o n  s c a l e s  
s e p a r a t e l y  f o r  ' o l d '  and ' n e w '  p a t i e n t s .  The r e s u l t s  a r e  
shown in T a b l e  2 9 .  W h i l s t  the  c o r r e l a t i o n  c o e f f i c i e n t s  a r e  
s i g n i f i c a n t  amongst ' n e w '  p a t i e n t s ,  i f  o n l y  ' o l d '  p a t i e n t s  
a r e  c o n s i d e r e d  the s i z e  o f  the c o r r e l a t i o n  c o e f f i c e n t s  
i n c r e a s e s  f o r  a l l  t h r e e  s a t i s f a c t i o n  s c a l e s .  The  
i m p l i c a t i o n s  of  t hese  two s e t s  o f  sub group d a t a  seem 
c l e a r .  The two v a r i a b l e s  -  p a t i e n t  s t a t u s  and D i s e a s e  
C o n v i c t i o n  -  have some i nde pende nt  a s s o c i a t i o n  w i t h  a l l  
t h r e e  s a t i s f a c t i o n  s c a l e s ,  but  t h e r e  i s  an i n t e r a c t i o n  
between the two v a r i a b l e s  such t h a t  ' o l d '  p a t i e n t s  w i t h  
h i g h  s c o r e s  on D i s e a s e  C o n v i c t i o n  a r e  p a r t i c u l a r l y  l i k e l y  
t o  r e p o r t  d i s s a t i s f a c t i o n  w i t h  t h e i r  c a r e .  The me an i ng  of  
t h i s  i n t e r a c t i o n  i s  l e s s  c l e a r .  I t  i s  d i f f i c u l t  t o  i n f e r  
why p a t i e n t s  w i t h  p r i o r  e x p e r i e n c e  o f  the c l i n i c  and w i t h  
h i g h e r  s co r e s  f o r  D i s e a s e  C o n v i c t i o n  s ho u l d  be p a r t i c u l a r l y  
l i k e l y  to  e x p r e s s  d i s s a t i s f a c t i o n .  I t  i s  i n t e r e s t i n g  t h a t  
L i nn  and c o l l e a g u e s  ( 1 9 8 2 )  in a s t u d y  o f  p r i m a r y  c a r e  in 
the USA found the g r e a t e r  the amount o f  p r i o r  e x p e r i e n c e  of  
the  c l i n i c  under  i n v e s t i g a t i o n ,  and the more s e v e r e  the  
l e v e l  o f  p r e s e n t i n g  i l l n e s s ,  the g r e a t e r  the l e v e l  o f  
d i s s a t i s f a c t i o n .  A t  t h i s  p o i n t  the example does however  
c l e a r l y  i n d i c a t e  the i mp o r ta n ce  of  l o o k i n g  a t  more than one 
v a r i a b l e  a t  a t i me in r e l a t i o n  t o  s a t i s f a c t i o n  s c o r e s .
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Sub-Qpoups and the  s ea r c h  f o r  e x p l a n a t i o n s  o f  p a t i e n t  
s a t  i s f a c t i o n
H i r s c h i  and S e l v i n  a r gue  t h a t  ' t h e  i n v e s t i g a t o r  who 
f i n d s  an u n e x p e c t e d l y  weak r e l a t i o n  s ho u l d  c o n t i n u e  h i s  
a n a l y s i s  b e f o r e  ab an d o n i n g  h i s  b e l i e f  in the c a u s a l  s t a t u s  
o f  h i s  i ndependent  v a r i a b l e '  ( H i r s c h i  and S e l v i n , 1973 :
1 1 0 ) .  Sev e r a l  r e c e n t  s t u d i e s  in p a t i e n t  s a t i s f a c t i o n  
r e s e a r c h  r e v e a l  such a p e r s i s t e n c e  in the s ea r c h  f o r  
m e a n i n g f u l  e x p l a n a t i o n s  f o r  p a t i e n t  s a t i s f a c t i o n  r e s u l t s .
I t  has to be remembered t h a t  in the v a s t  m a j o r i t y  o f  
s t u d i e s ,  o n l y  a smal l  m i n o r i t y  o f  p a t i e n t s  e x p r e s s  
d i s s a t i s f a c t i o n .  I n  a d d i t i o n ,  in many s t u d i e s  t he  use o f  
r o u t i n e  s o c i a l  and demograph ic  v a r i a b l e s  or  r e l a t i v e l y  
s i m p l e  c h a r a c t e r i s t i c s  o f  t he  h e a l t h  c a r e  p r o v i d e r  o f f e r  
f ew s i g n i f i c a n t  a s s o c i a t i o n s .  As few s i g n i f i c a n t  z e r o  
o r d e r  c o r r e l a t i o n s  emerge f r om such i n v e s t i g a t i o n s ,  e f f o r t  
i s  i n v e s t e d  in more c l e a r l y  d e l i n e a t i n g  s p e c i f i c  s u b - g r o u p s  
w i t h i n  the d a t a  who a r e  more s i g n i f i c a n t l y  s a t i s f i e d  or  
d i s s a t i s f i e d  w i t h  h e a l t h  c a r e .  S n i d e r ,  in d i s c u s s i n g  
p a t i e n t  s a t i s f a c t i o n  r e s e a r c h ,  e x p r e s s e s  the p r o b l e m  t h u s :
' T h e  l a c k  of  v a r i a t i o n  in the  dependent  v a r i a b l e  r e q u i r e s  
t h a t  a c o v a r i a t e  be i n c l u d e d  in the a n a l y s i s  in o r d e r  t o  
p r o p e r l y  u n d e r s t a n d  the c o n t e x t  in which s a t i s f a c t i o n  w i t h  
doc t o r s  o p e r a t e s . ' ( S n i d e r , ! 980 ; 5 28 )
In most c a s e s ,  such r e s e a r c h  has a t t e m p t e d  more  
c l e a r l y  to  i d e n t i f y  s u b - g r o u p s  who d i f f e r  s i g n i f i c a n t l y  in 
l e v e l  o f  s a t i s f a c t i o n .  A v e r y  s i m p l e  example i s  a s t u d y  by
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P a t r i c k  e t  a l .  ( 1 9 8 3 )  wh i ch  f o u n d  h i gh  l e v e l s  o f  
s a t i s f a c t i o n  w i t h  t h e i r  h e a l t h  c ar e  amongst d i s a b l e d  p e o p l e  
o f  Lambet h .  However amongst  a group w i t h  v e r y  h i g h  l e v e l s  
o f  s t r e s s  as measured by l i f e  e v e n t s  s c o r e s ,  the  r a t e  o f  
d i s s a t i s f a c t i o n  became much h i g h e r .  G r e e n l e y  e t  a l . ( 1 9 8 1 )  
f o u n d  q u i t e  weak a s s o c i a t i o n s  between p s y c h o l o g i c a l  
d i s t r e s s  and d i s s a t i s f a c t i o n  w i t h  p r o f e s s i o n a l s ,  b u t  f ou n d  
a s ma l l  sub - g r ou p  o f  c l i e n t s  e x h i b i t i n g  s i g n s  o f  d e n i a l  o f  
t h e i r  p s y c h o l o g i c a l  d i s t r e s s  who were much more l i k e l y  t o  
e x p r e s s  d i s s a t i s f a c t i o n .  The i d e n t i f i c a t i o n  o f  t h i s  group  
bot h  p r oduced  much s t r o n g e r  a s s o c i a t i o n s  w i t h  s a t i s f a c t i o n  
and a l s o  p r o v i d e d  a t h e o r e t i c a l  i n t e r p r e t a t i o n  o f  the  
o r i g i n a l  z e r o  o r d e r  c o r r e l a t i o n  between p s y c h o l o g i c a l  
d i s t r e s s  and s a t i s f a c t i o n .  Thomas and Penchansky ( 1 9 8 4 )  
were  concer ned  w i t h  the r e l a t i o n s h i p  between p a t i e n t  
s a t i s f a c t i o n  and u t i l i s a t i o n  o f  h e a l t h  c a r e  s e r v i c e s  in 
R o c h e s t e r ,  New Y o r k .  They  f o u n d  t h a t ,  o v e r a l l ,  such  
r e l a t i o n s h i p s  were  weak .  However  by l o o k i n g  a t  more  
' homogeneous sub g r o u p s '  ( 1 9 8 4 ; 5 5 3 ) ,  d i f f e r e n c e s  in the  
r e l a t i o n s h i p  between s a t i s f a c t i o n  and u t i l i s a t i o n  became 
c l e a r e r .  The a u t h o r s  c o nc l u d e  ' I t  seems t h a t  
d e m o g r a p h i c a l 1 y d e f i n e d  s u b - g r o u p s  v a r y  in r e sp o n s e  t o  
d i s s a t i s f a c t i o n  w i t h  a ccess  ' ( 1 9 8 4 : 6 6 ) .  S n i d e r  ( 1 9 8 0 )  
exami ned  s a t i s f a c t i o n  w i t h  p r i m a r y  h e a l t h  c ar e  among the  
e l d e r l y .  He examined two s u b - g r o u p s  based on w h e t h e r  
r e s p o n d e n t s  s u b j e c t i v e l y  r a t e d  t h e i r  h e a l t h  as poor  or  
good.  Only  amongst  the f o r m e r  group was p a t i e n t  
s a t i s f a c t i o n  a s s o c i a t e d  w i t h  w h e t h e r  t h e i r  p h y s i c i a n  showed  
p e r s o n a l  i n t e r e s t  in them.  I n  a randomi sed c o n t r o l l e d  t r i a l  
o f  consumer a cc e p t a nc e  of  H e a l t h  M a i n t e n an ce  O r g a n i s a t i o n s
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compared w i t h  t r a d i t i o n a l  f e e  f o r  s e r v i c e ,  D a v i e s  and  
c o l l e a g u e s  ( 1 9 8 6 )  f ound  the  g r e a t e s t  l e v e l s  o f  d i f f e r e n c e  
between the two t y p e s  o f  o r g a n i s a t i o n  in t e rms  o f  p a t i e n t  
s a t i s f a c t i o n  when h i gh  income e n r o l  l e e s  w i t h  poor  h e a l t h  
were  exami ned .
A more e l e g a n t  use o f  t h i r d  v a r i a b l e s  i s  a s t u d y  by  
Ross e t  a l .  ( 1 9 8 1 )  which began w i t h  p r e c i s e l y  the  k i n d  o f  
r e s e a r c h  di l emma i d e n t i f i e d  by H i r s c h i  and S e l v i n .  They  
n o t e d  t h a t  some p r e v i o u s  r e s e a r c h  had f a i l e d  t o  f i n d  a 
d i f f e r e n c e  in s a t i s f a c t i o n  between p a t i e n t s  o f  ' g r o u p '  -  
and ' s o l o '  h e a l t h  c a r e  p r a c t i c e s ,  d e s p i t e  e v i d e n c e  t h a t  the  
p s y c h o s o c i a l  a s p e c t s  o f  c a r e  in group p r a c t i c e s  i s  s u p e r i o r  
and t h a t  p s y c h o s o c i a l  a s p e c t s  o f  c a r e  a r e  i m p o r t a n t  
i n f l u e n c e s  upon s a t i s f a c t i o n .  The reason f o r  the absence  
o f  an a s s o c i a t i o n ,  t h e y  show,  i s  t h a t  a t h i r d  v a r i a b l e  -  
t i me  in the sense of  y e a r s  o f  e x p e r i e n c e  w i t h  a d o c t o r  -  
needs  t o  be i n t r o d u c e d .  Amongst p a t i e n t s  who have s p e n t  
o n l y  a s h o r t  p e r i o d  o f  t ime w i t h  e i t h e r  s y s te m,  p a t i e n t s  
have n e g a t i v e  images o f  the l a r g e  group p r a c t i c e  and a l s o  
' n o r m a l i s e '  or  excuse the poor  q u a l i t y  o f  p s y c h o s o c i a l  c a r e  
o f  the  d o c t o r  in e i t h e r  s y s t e m.  As a r e s u l t ,  under  t he s e  
c o n d i t i o n s ,  s o l o  p r a c t i c e s  a r e  more f a v o u r e d .  Over t i me  
however  the p a t i e n t  i s  l e s s  a b l e  t o  n o r m a l i s e  or  f o r g i v e  
poor  p s y c h o s o c i a l  c a r e .  The b e t t e r  q u a l i t y  o f  group  
p r a c t i c e s  i s  e x p e r i e n c e d  and r e c o g n i s e d  by the p a t i e n t  and  
the  p o s i t i o n s  o f  the two t y p e s  of  h e a l t h  c a r e  p r o v i s i o n  in 
c l i e n t  e v a l u a t i o n  i s  e v e n t u a l l y  r e v e r s e d .  Thus w i t h  t i me  
as the  c o n d i t i o n a l  v a r i a b l e ,  the r e a l  e f f e c t s  o f  t ype  o f  
p r a c t i c e  upon p a t i e n t  s a t i s f a c t i o n  were c l a r i f i e d .  In  a l l
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o f  the  above s t u d i e s ,  i n v e s t i g a t o r s  make use o f  s u b - g r o u p  
a n a l y s i s  in o r d e r  t o  o b t a i n  a c l e a r e r  v i e w  o f  the r o l e  o f  
s a t i s f a c t i o n  s i n c e  z e r o  o r d e r  c o r r e l a t i o n s  a r e  l e s s  
i n f o r m a t i v e .
Ben S i r a  makes e x t e n s i v e  use o f  a s i m i l a r  m e t h o d .
He e xami ned  h i s  t h e o r y  o f  p a t i e n t  s a t i s f a c t i o n  by 
i n s p e c t i n g  the c o r r e l a t i o n s  between d i f f e r e n t  s a t i s f a c t i o n  
i t e m s  -  s a t i s f a c t i o n  w i t h  a f f e c t i v e  and i n s t r u m e n t a l  
a s p e c t s  o f  the d o c t o r ' s  b e h a v i o u r  -  in te rms  o f  t h i r d  
v a r i a b l e s .  However ,  as has been a r g u e d  e a r l i e r ,  t h e r e  i s  
l i t t l e  j u s t i f i c a t i o n  f o r  s e p a r a t i n g  out  one component  o f  
s a t i s f a c t i o n  as c a u s a l l y  p r i o r  t o  o t h e r s ,  in the  a n a l y s i s  
o f  i n t e r a c t i o n s  t h a t  he p u r s u e s ,  e s p e c i a l l y  s i n c e  a l l  
s a t i s f a c t i o n  i tems a r e  l i k e l y  t o  be h i g h l y  c o r r e l a t e d  w i t h  
each o t h e r .  T h i s  i s  i ndeed the c a s e .
As shown e a r l i e r ,  in a l l  o f  the  i t ems  o f  the  
q u e s t i o n n a i r e  the m a j o r i t y  o f  c l i n i c  a t t e n d e r s  r e p o r t  
p o s i t i v e  s a t i s f a c t i o n .  The c o n s i s t e n t l y  skewed n a t u r e  o f  
r e s p o n s e s  t o  the q u e s t i o n n a i r e  p r oduc e s  c o r r e l a t i o n s  t h a t  
make the  use o f  such v a r i a b l e s  in causa l  e n q u i r y  q u i t e  
d i f f i c u l t .  T h i s  i s  made c l e a r  i f  i n s t e a d  o f  the  p a r t i c u l a r  
i t e ms  t h a t  have been used so f a r  t o  examine the  
a p p l i c a b i l i t y  of  Ben S i r a ' s  a p p r o a c h ,  I c o n s i d e r  the t h r e e  
o v e r a l l  s c a l e s  o f  s a t i s f a c t i o n  measured by the  
q u e s t i o n n a i r e  -  s a t i s f a c t i o n  w i t h  the a r t  o f  c a r e ,  w i t h  the  
t e c h n i c a l  q u a l i t y  o f  c a r e  and w i t h  the  e f f i c a c y  o f  c a r e .
The c o r r e l a t i o n s  betweeen these  t h r e e  s c a l e s  a r e  h i g h :
Page 3 28
( 1 )  ' A r t  o f  c a r e '  and ' t e c h n i c a l  q u a l i t y ' , 0 . 8 0
( 2 )  ' a r t  o f  c a r e '  and ' e f f i c a c y ' , 0 . 7 5
( 3 )  ' t e c h n i c a l  q u a l i t y '  and ' e f f i c a c y ' , 0 . 7 7
T h i s  p a t t e r n  of  c o r r e l a t i o n s  between the  t h r e e  
s c a l e s  i s  a l s o  a p p a r e n t  in L i n n  and G r e e n f i e l d ' s  ( 1 9 8 2 )  use  
o f  the  same q u e s t i o n n a i r e .  They  f ou n d  t h a t
i n t e r c o r r e l a t i o n s  between the t h r e e  s c a l e s  v a r i e d  f r o m  0 . 7 9  
t o  0 . 7 5 .
On the o t h e r  hand,  the  i l l n e s s  c on ce r ns  t h a t  were  
r e p o r t e d  p r i o r  t o  p a t i e n t s '  c o n s u l t a t i o n s ,  r e p r e s e n t  a 
q u i t e  s e p a r a t e  c o n c e p t u a l  s t a g e  in the  p r o c es s  o f  h e l p  
s e e k i n g ,  and in te rms  o f  o p e r a t i o n a l  me as ur es ,  c o n ce r n s  and  
s a t i s f a c t i o n  were  assessed a t  two p o i n t s  in t i me s e p a r a t e d  
by a t  l e a s t  a month .  The c o r r e l a t i o n s  between i l l n e s s  
c o n c e r n s  and s a t i s f a c t i o n  a r e  u n l i k e l y  t o  be due t o  
o v e r l a p p i n g  measures  o f  the same u n d e r l y i n g  c o n s t r u c t  - a  
c l e a r  r i s k  w i t h  a f f e c t i v e  and i n s t r u m e n t a l  s a t i s f a c t i o n .  
I n d e e d  the c o r r e l a t i o n s  may be c o n s i s t e n t  w i t h  a c ausa l  
m o d e l .  I n  the n e u r o l o g i c a l  c l i n i c  s t u d y  c on ce r ns  emerged  
as i m p o r t a n t  i n f l u e n c e s  on s a t i s f a c t i o n  w i t h  the  c l i n i c .
Thus I t  makes more sense to examine the  c o r r e l a t i o n s  
between c o n c e rn s  and s a t i s f a c t i o n  under  d i f f e r e n t  
c o n d i t i o n s ,  in o t h e r  words ,  to  use Ben S i r a ' s  approach  t o  
s p e c i f i c a t i o n  but  in r e l a t i o n  t o  a more p r o m i s i n g  s e t  o f  
c o r r e l a t i o n s .  T h i s  w i l l  i n v o l v e  a s ea r ch  f o r  i n t e r a c t i o n s  
-  c o n d i t i o n s  o f  t h i r d  v a r i a b l e s  under  which  the  
c o r r e l a t i o n s  between i l l n e s s  c o n c e r n s  and s a t i s f a c t i o n  a re  
i n c r e a s e d  or  d e c r e a s e d .
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The r e l a t i o n s h i p  between s p e c i f i c  i l l n e s s  c o n c e r n s  
and s a t i s f a c t i o n  was examined f o r  p o s s i b l e  i n t e r a c t i o n s  
w i t h  b ackgr ound  s o c i a l  and p s y c h o l o g i c a l  v a r i a b l e s .  For  
t h i s  purpose  each o f  those v a r i a b l e s  f r om the IBQ and  
s o c i o - d e m o g r a p h i c  d a t a  in wh i ch  t h e r e  were  s i g n i f i c a n t  z e r o  
o r d e r  r e l a t i o n s h i p s  w i t h  a t  l e a s t  one of  the t h r e e  
s a t i s f a c t i o n  s c a l e s  were  d i v i d e d  i n t o  two s u b - g r o u p s .  The  
seven v a r i a b l e s  d i c h o t o m i s e d  w e r e :  e d u c a t i o n ,  s exua l  
o r i e n t a t i o n  ( m a l e s  o n l y ) ,  ' o l d '  v e r s u s  ' n e w '  p a t i e n t ,  
c a s e n e s s ,  H y p o c h o n d r i a s i s ,  D i s e a s e  C o n v i c t i o n ,  and D e n i a l .  
The c o r r e l a t i o n  c o e f f i c i e n t s  between the n i n e  i l l n e s s  
c on c e r n  i tems  and the t h r e e  s a t i s f a c t i o n  s c a l e s  were  then  
e xa mi ned  s e p a r a t e l y  f o r  e a c h - s u b  group o f  the seven  
b ack g r ou n d  v a r i a b l e s .  The volume o f  c o r r e l a t i o n s  f r om t h i s  
a n a l y s i s  i s  l a r g e  and a c u t  o f f  p o i n t  was s e l e c t e d  in o r d e r  
t o  p r e s e n t  and examine i n t e r a c t i o n s  between i l l n e s s  concer n  
s a t i s f a c t i o n  and background v a r i a b l e s .  On l y  those  
c o r r e l a t i o n s  between i l l n e s s  concern  and s a t i s f a c t i o n  whi ch  
were  i n c r e a s e d  by a t  l e a s t  50% in a sub group compared w i t h  
the  o r i g i n a l  z e r o  o r d e r  c o r r e l a t i o n s  w i l l  be r e g a r d e d  as  
s i g n i f i c a n t  i n t e r a c t i o n s .  To t a k e  an e xa mp l e ,  the  
c o r r e l a t i o n  between the concern  t h a t  the p r ob l em may not  
p r o v e  s t r a i g h t  f o r w a r d  and s a t i s f a c t i o n  w i t h  the  a r t  o f  
c a r e  i s  - 0 . 1 7 .  However amongst those  p a t i e n t s  in the h i gh  
e d u c a t i o n  s u b - g r o u p ,  the c o r r e l a t i o n  c o e f f i c i e n t  r e a c h e s  
- 0 . 4 0 .  The i n t e r a c t i o n s  between i l l n e s s  c o n c e r n ,  
back g r ou n d  v a r i a b l e s  and s a t i s f a c t i o n  w i t h  the  a r t  o f  c a r e  
t h a t  f a l l  w i t h i n  the c r i t e r i o n  s e t  a r e  shown in T a b l e  3 0 .  
The e q u i v a l e n t  i n t e r a c t i o n s  f o r  s a t i s f a c t i o n  w i t h  e f f i c a c y
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a r e  shown In T a b l e  3 1 .  On l y  one s i g n i f i c a n t  i n t e r a c t i o n  
o c c u r r e d  in r e l a t i o n  t o  s a t i s f a c t i o n  w i t h  the t e c h n i c a l  
q u a l i t y  o f  c a r e .  The z e r o  o r d e r  c o r r e l a t i o n  c o e f f i c i e n t  
bet ween  the concern t h a t  the  p r o b l em may not  p r ov e  s t r a i g h t  
f o r w a r d  and s a t i s f a c t i o n  w i t h  the  t e c h n i c a l  q u a l i t y  o f  c a r e  
i s  - 0 . 2 3 .  Amongst those p a t i e n t s  in the h i gh  e d u c a t i o n  
g r o u p ,  the c o r r e l a t i o n  c o e f f i c i e n t  r os e  t o  - 0 . 3 9 .
The f i r s t  o b s e r v a t i o n  t o  be made f r om t h i s  d a t a  i s  
the  c o n s i s t e n c y  o f  the i n t e r a c t i o n  between the  c oncer n  t h a t  
t he  p r ob l em may not  prove  s t r a i g h t  f o r w a r d ,  h i gh  
e d u c a t i o n a l  l e v e l  and a l l  t h r e e  s a t i s f a c t i o n  s c a l e s .  T h i s  
i s  t he  o n l y  i n t e r a c t i o n  between an i l l n e s s  c on ce r n  and a 
b ack g r ou n d  v a r i a b l e  t h a t  can be f ou n d  in a l l  t h r e e  
s a t i s f a c t i o n  s c a l e s .
T he r e  a r e  two i n t e r a c t i o n s  t h a t  can be f ou n d  in 
r e l a t i o n  t o  two o f  the t h r e e  s a t i s f a c t i o n  s c a l e s .  The  
c o r r e l a t i o n s  between the c once r n  t h a t  the p r e s e n t e d  p r ob l e m  
may a f f e c t  the p a t i e n t ' s  sex l i f e  and s a t i s f a c t i o n  w i t h  the  
a r t  o f  c a r e  and the e f f i c a c y  o f  c a r e  a re  - 0 . 1 1  and - 0 . 1 2  
r e s p e c t i v e l y .  Amongst ' p s y c h o l o g i c a l  c a s e s ' ( G H O ) ,  the  
c o r r e l a t i o n s ,  a l t h o u g h  s t i l l  q u i t e  modest ,  do u b l e  in 
s t r e n g t h  t o  become - 0 . 2 4  and - 0 . 2 5 .  S i m i l a r l y  the  
c o r r e l a t i o n s  between the v i e w  t h a t  the p a t i e n t  f i n d s  i t  
d i f f i c u l t  to  be r e a s s u r e d  about  the p r e s e n t e d  p r o b l em and  
the  a r t  o f  c a r e  and e f f i c a c y  s a t i s f a c t i o n  s c a l e s  both  
become t w i c e  as s t r o n g  in the  low e d u c a t i o n a l  l e v e l  sub  
g r o u p .
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The second p o i n t  t o  be made in r e l a t i o n  t o  t h i s  
d a t a  i s  t h a t  in s e v e r a l  i n s t a n c e s  the v a l u e s  o f  the  
b a ck g r ou n d  v a r i a b l e  t h a t  p r o d u c e s  i n t e r a c t i o n s  d i f f e r s  f r o m  
one c o r r e l a t i o n  t o  a n o t h e r .  Thus as a l r e a d y  s e e n ,  w h er e a s  
i t  i s  low e d u c a t i o n a l  l e v e l  t h a t  p r oduces  c o n s i s t e n t  
i n t e r a c t i o n s  between the  p a t i e n t  f i n d i n g  i t  d i f f i c u l t  t o  be 
r e a s s u r e d  and two s a t i s f a c t i o n  s c a l e s ,  i t  i s  h i gh  
e d u c a t i o n a l  l e v e l  t h a t  i n c r e a s e s  the c o r r e l a t i o n s  between  
the  c oncer n  t h a t  the p r ob l em may not  prove  s t r a i g h t  f o r w a r d  
and a l l  t h r e e  s a t i s f a c t i o n  s c a l e s .  S i m i l a r  d i s c r e p a n c i e s  
between the v a l u e s  o f  backgr ound  v a r i a b l e s  a r e  f ou n d  w i t h  
sex ua l  o r i e n t a t i o n .
The t h i r d  o b s e r v a t i o n  i s  t h a t  in a smal l  number o f  
c a s e s ,  the s i z e  o f  the  c o r r e l a t i o n  c o e f f i c i e n t  becomes  
q u i t e  l a r g e .  Thus amongst h e t e r o s e x u a l  m a l e s ,  the  
c o r r e l a t i o n  between the concer n  t h a t  the p r ob l em may a f f e c t  
f u t u r e  h e a l t h  and s a t i s f a c t i o n  w i t h  the a r t  o f  c a r e  i s  
- 0 . 5 1 .  On the o t h e r  hand amongst  male  homosexua l s ,  the  
c o r r e l a t i o n  between the concern  t h a t  the p r ob l em may not  
c l e a r  up q u i c k l y  and s a t i s f a c t i o n  w i t h  the e f f i c a c y  o f  c a r e  
i s  - 0 . 4 6 .
I t  i s  d i f f i c u l t  t o  i n t e r p r e t  the s i g n i f i c a n c e  of  
the  i n t e r a c t i o n s  f ound in the  d a t a .  Many o f  the  
c o e f f i c i e n t s  i n s u b - g r o u p s  r e ma i n  q u i t e  modest .  A l s o  i t  
has t o  be r e c o g n i s e d  t h a t  i f  one e x t e n d s  a sea r ch  f o r  
s i g n i f i c a n t  c o r r e l a t i o n s ,  one i n c r e a s e s  the p r o b a b i l i t y  o f  
f i n d i n g  chance a s s o c i a t i o n s  ( M a r s h , 1 9 8 2 : 6 7 ) .  Any f u r t h e r  
i n t e r p r e t a t i o n  of  such p a t t e r n s  must be pos t poned  u n t i l
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a f t e r  the  most I m p o r t a n t  main e f f e c t s  have been i d e n t i f i e d .
The p r e d i c t i o n  o f  s a t i s f a c t i o n
In  o r d e r  t o  o b t a i n  some i mp r es s i on  o f  the  v a r i a b l e s  
t h a t  have the s t r o n g e s t  i n d e pe n d e nt  a s s o c i a t i o n  w i t h  
s a t i s f a c t i o n ,  a m u l t i p l e  r e g r e s s i o n  was p e r f o r m e d  t o  o b t a i n  
p r e d i c t i o n s  o f  each o f  the t h r e e  s a t i s f a c t i o n  s c a l e s  f r o m  a 
number o f  i ndependent  v a r i a b l e s .
The use o f  m u l t i p l e  r e g r e s s i o n  t o  p r e d i c t  
s a t i s f a c t i o n  has produced  modest  but  i n t e r e s t i n g  r e s u l t s .  
Thus Carmel  <1985)  used t h i s  method and f rom the  a n a l y s i s ,  
such f a c t o r s  as the p a t i e n t ' s  ' p e r c e i v e d  improvement  in  
h e a l t h ' ,  s o c i a l  n e t w o r k s  and age were shown i n d e p e n d e n t l y  
t o  p r e d i c t  s a t i s f a c t i o n .  However i f  one c o n s i d e r s  the  
amount o f  v a r i a n c e  e x p l a i n e d  by the v a r i a b l e s  in C a r m e l ' s  
e q u a t i o n ,  the r e s u l t s  a r e  modest  -  in the case o f  
s a t i s f a c t i o n  w i t h  p h y s i c i a n s '  and n u r s i n g  c a r e  on s u r g i c a l  
war ds  f o r  example the R Square  i s  0 . 1 3  and 0 . 2 0  
r e s p e c t i v e l y .  Almost  i n v a r i a b l y  the v a r i a n c e  e x p l a i n e d  in 
p a t i e n t  s a t i s f a c t i o n  s c o r e s  f r om m u l t i p l e  r e g r e s s i o n  i s  
mo d e s t .  I n  a s t u d y  o f  a m b u l a t o r y  c a r e ,  Du t t o n  and 
c o l l e a g u e s  ( 1 9 8 5 )  o b t a i n e d  an R Square t h a t  v a r i e d  between  
0 . 0 6  and 0 . 1 4  d e pen d i ng  on whi ch  d i mens i on  o f  s a t i s f a c t i o n  
was exami ned .  L i nn  and G r e e n f i e l d  ( 1 9 8 2 )  used m u l t i p l e  
r e g r e s s i o n  t o  examine s a t i s f a c t i o n  w i t h  c a r e  amongst  
d i f f e r e n t  groups  of  c h r o n i c a l l y  s i c k .  They used the  
q u e s t i o n n a i r e  and s c a l e s  employed in t h i s  STD s t u d y  and
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o b t a i n e d  R Square o f  0 . 1 2  f o r  s a t i s f a c t i o n  w i t h  the  a r t  o f  
c a r e ,  0 . 1 3  f o r  the t e c h n i c a l  q u a l i t y  o f  car e  s c a l e  and 0 . 2 1  
f o r  t he  e f f i c a c y  s c a l e .  Pope ( 1 9 7 8 )  a n a l y s e d  p a t i e n t  
s a t i s f a c t i o n  w i t h  the K a i s e r  Permanent e  H e a l t h  M a i n t e n a n c e  
O r g a n i s a t i o n .  S i g n i f i c a n t  v a r i a b l e s  o n l y  e x p l a i n e d  a smal l  
amount o f  v a r i a n c e  (R Square=  0 . 1 1 ) .  S i m i l a r l y  Fox and  
Storm ( 1 9 8 1 )  used m u l t i p l e  r e g r e s s i o n  t o  p r e d i c t  
s a t i s f a c t i o n  w i t h  med i ca l  c a r e  f r om a number o f  s o c i a l  and  
demogr aph i c  v a r i a b l e s  in a sample  o f  a d u l t s  o f  B a l t i m o r e .  
They  f ou n d  t h a t  the p r e d i c t a b i l i t y  o f  s a t i s f a c t i o n  was v e r y  
low (R S q u a r e d = 0 . 0 8 ) .  T h i s  was e x p l a i n e d  as due t o  the  
a l m o s t  u n i f o r m l y  p o s i t i v e  s a t i s f a c t i o n  f ound in the s am p l e .  
The modest  amount o f  v a r i a n c e  e x p l a i n e d  i s  c h a r a c t e r i s t i c  
o f  o t h e r  s t u d i e s  in the f i e l d  (Ross  and c o l e a g u e s , 1981 ;
L i n n  and col  l e a g u e s , 1982 ;  Zas t owny  and c o l l e a g u e s ,  
1983;Thomas and P e n c h a n s k y , 1 9 8 4 ) .
I t  i s  i n t e r e s t i n g  t o  n o t e  the  k i n d s  o f  v a r i a b l e s  
t h a t  emerge as i m p o r t a n t  f r om m u l t i p l e  r e g r e s s i o n .  In  
P o p e ' s  s t u d y  ( 1 9 7 8 )  o f  an HMO, age and s u b j e c t i v e  h e a l t h  
s t a t u s  were  i m p o r t a n t  p r e d i c t o r s  o f  s a t i s f a c t i o n .  I n  the  
B a l t i m o r e  s t u d y  (Fox and S t o r m , 1 9 8 1 ) ,  and in L i nn  and  
G r e e n f i e l d ' s  ( 1 9 8 2 )  s t u d y  o f  the  c h r o n i c a l l y  s i c k ,  age was 
a g a i n  one o f  the most i m p o r t a n t  p r e d i c t o r s .  I n  o t h e r  
s t u d i e s  the p a t i e n t ' s  c u r r e n t  h e a l t h  s t a t u s  emerges as a 
s t r o n g  i ndependent  p r e d i c t o r  w i t h  p o o r e r  h e a l t h  a s s o c i a t e d  
w i t h  d i s s a t i s f a c t i o n  ( Roghmann e t  a l . , 1 9 7 9 ;  L i nn  and 
G r e e n f i e l d ,  1982;  L i nn  and col  l e a g u e s , 1982;  P a t r i c k  and  
col  l e a g u e s , 1 9 8 3 ) .  G r e e n l e y  and S cho enhe r r  ( 1 9 8 1 )  o bser ve  
f r om t h e i r  m u l t i p l e  r e g r e s s i o n  a n a l y s i s  o f  s a t i s f a c t i o n
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t h a t  c l i e n t  c h a r a c t e r i s t i c s  e x p l a i n e d  much more v a r i a n c e  
than d i d  or gan i  s a t  i onal  v a r i a b l e s .
In  r e l a t i o n  t o  the STD c l i n i c  s t u d y ,  a l l  o f  the  
s o c i a l  demographic  and IBQ i t e ms  t h a t  were f o u n d  t o  be 
s i g n i f i c a n t l y  a s s o c i a t e d  w i t h  a t  l e a s t  one o f  the  t h r e e  
s a t i s f a c t i o n  s c a l e s  in the z e r o  o r d e r  a s s o c i a t i o n s  ( T a b l e s  
1 6 , 2 5 )  were  s e l e c t e d  f o r  t h i s  a n a l y s i s :  e d u c a t i o n ;  sexua l  
o r i e n t a t i o n ;  ' o l d '  or  ' n e w '  p a t i e n t ;  caseness  ( 6 H Q ) ; 
H y p o c h o d r i a s i s ; D i sea s e  C o n v i c t i o n ;  D e n i a l .  Concerns  f rom  
the ICQ were  i n c l u d e d  on the same b a s i s  ( T a b l e  2 7 )  so t h a t  
c o n c e r n s  in r e l a t i o n  t o  the f o l l o w i n g  a s p e c t s  o f  the  
p r e s e n t e d  probl em were  s e l e c t e d :  t h a t  i t  may not  prove  
s t r a i g h t  f o r w a r d ;  t h a t  i t  may p r ov e  p a i n f u l ;  t h a t  i t  may 
not  c l e a r  up q u i c k l y ;  t h a t  i t  may a f f e c t  f u t u r e  h e a l t h ;  
t h a t  i t  may a f f e c t  the p a t i e n t ' s  sex l i f e ;  t h a t  i t  may 
a f f e c t  f e r t i l i t y  and t h a t  the p a t i e n t  f i n d s  i t  d i f f i c u l t  t o  
be r e a s s u r e d .  The v a r i a b l e s  were e n t e r e d  in a s t e p w i s e  
f a s h i o n .  The c r i t e r i a  f o r  e n t r y  and removal  o f  v a r i a b l e s  
f rom t he  e q u a t i o n  were  the SPSSX d e f a u l t  c r i t e r i a  f o r  
m u l t i p l e  s t e p w i s e  r e g r e s s i o n ,  namel y  a p r o b a b i l i t y  of  
F - t o - e n t e r  = 0 . 0 5  and a p r o b a b i l i t y  o f  F - t o - r e m o v e  = 0 . 1 0 .  
S t e p w i s e  method o f  e n t r y  i n v o l v e s  the v a r i a b l e s  t h a t  add 
most t o  the p r e d i c t i o n  e q u a t i o n  b e i n g  e n t e r e d .
The r e s u l t s  o f  the m u l t i p l e  r e g r e s s i o n  a n a l y s e s  a r e  
shown in T a b l e s  32 t o  3 4 .  W i t h  the e x c e p t i o n  o f  two 
v a r i a b l e s  t h a t  each o n l y  appear  on c e ,  the D e n i a l  s c a l e  of  
the IBQ and concern about  w h e t h e r  the  p r e s e n t i n g  p r ob l em  
wo u l d  pr ove  s t r a i g h t f o r w a r d  ( I C Q ) ,  the same i nde pende nt
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v a r i a b l e s  appear  as s i g n i f i c a n t  p r e d i c t o r s  in r e l a t i o n  t o  
a l l  t h r e e  s a t i s f a c t i o n  s c a l e s .  The most c o n s i s t e n t l y  
i m p o r t a n t  p r e d i c t o r  v a r i a b l e  in the  r e g r e s s i o n  e q u a t i o n  i s  
the  v a r i a b l e  f r om the ICQ r e g a r d i n g  w o r r y  t h a t  the  p r o b l e m  
may n o t  c l e a r  up q u i c k l y .  The more w o r r i e d  a p a t i e n t  was  
in t h i s  way ,  the more l i k e l y  he or  she was t o  e x p r e s s  
d i s s a t i s f a c t i o n  a f t e r w a r d s .  I n  r e l a t i o n  t o  the  t e c h n i c a l  
q u a l i t y  and e f f i c a c y  s c a l e s ,  t h i s  i t em a cc o u n t e d  f o r  o v e r  
h a l f  o f  the e x p l a i n e d  v a r i a n c e  as i n d i c a t e d  by R s q u a r e .  I n  
the  t h i r d  a s p e c t  o f  s a t i s f a c t i o n ,  the a r t  o f  c a r e  s c a l e ,  
w o r r y  t h a t  the prob l em wou l d  no t  c l e a r  up q u i c k l y  
c o n t r i b u t e s  a l mos t  h a l f  o f  the  t o t a l  e x p l a i n e d  v a r i a n c e .
Thr ee  o t h e r  v a r i a b l e s  c o n t r i b u t e  s i g n i f i c a n t l y  t o  
a l l  t h r e e  p r e d i c t i o n  e q u a t i o n s .  The h i g h e r  a p a t i e n t ' s  
l e v e l  o f  e d u c a t i o n ,  the h i g h e r  h i s  or  her  s cor e  f o r  D i s e a s e  
C o n v i c t i o n  and i f  the p a t i e n t  was an ' o l d '  p a t i e n t ,  the  
g r e a t e r  was the l i k e l i h o o d  o f  r e p o r t i n g  subsequent  
d i s s a t i s f a c t i o n .  These t h r e e  v a r i a b l e s  c o n t r i b u t e  v e r y  
s i m i l a r  amounts t o  the t h r e e  p r e d i c t i o n  e q u a t i o n s .
F i n a l l y ,  D e n i a l  a c c o u n t s  f o r  0 . 0 3 5  o f  the  v a r i a n c e  
in s a t i s f a c t i o n  w i t h  the a r t  o f  c a r e  s c a l e  and con ce r n  as  
t o  w h e t h e r  the p r e s e n t i n g  p r ob l em woul d  prove  
s t r a i g h t f o r w a r d  a cc ou n t s  f o r  a v e r y  smal l  amount o f  
v a r i a n c e  ( 0 . 0 0 9 )  in the e f f i c a c y  o f  c a r e  s c a l e .
The s quar e d  m u l t i p l e  c o r r e l a t i o n  (R S qu a r e )  i s  
e q u i v a l e n t  t o  the p r o p o r t i o n  o f  v a r i a t i o n  in the  dependent  
v a r i a b l e  t h a t  i s  p r e d i c t a b l e  f r om the be s t  l i n e a r
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c o m b i n a t i o n  o f  the i ndependent  v a r i a b l e s .  The p r o p o r t i o n  
o f  the  t h r e e  s a t i s f a c t i o n  s c a l e s  p r e d i c t e d  by the  
c o m b i n a t i o n s  o f  v a r i a b l e s  shown in T a b l e s  32 t o  34 v a r i e s  
f r om 0 . 1 3  t o  0 . 1 8 ,  w i t h  the h i g h e s t  p r o p o r t i o n  e x p l a i n e d  in 
the  S a t i s f a c t i o n  w i t h  T e c h n i c a l  Q u a l i t y  s c a l e .  A l t h o u g h  
m o d e s t ,  such l e v e l s  o f  p r e d i c t i o n  compare w e l l  enough w i t h  
the  r e g r e s s i o n  a n a l y s e s  p roduced  in o t h e r  s t u d i e s  c i t e d  
e a r  l i e r .
These r e s u l t s  add t o  and s u p p o r t  the  i m p r e s s i o n s  o f  
f a c t o r s  i n f l u e n c i n g  s a t i s f a c t i o n  in t h i s  c l i n i c  t h a t  have  
been g a i n e d  f r om a n a l y s i n g  the r e s u l t s  by b i v a r i a t e  
s t a t i s t i c s .  D i f f e r e n t  k i n d s  o f  p s y c h o l o g i c a l  d i s t r e s s  
a pp ea r  t o  have a d i r e c t  e f f e c t  upon p a t i e n t  s a t i s f a c t i o n  in 
the  c l i n i c .  These e f f e c t s  a l t h o u g h  mo d e st ,  a r e  c o n s i s t e n t .  
One k i n d  o f  d i s t r e s s  i s  w o r r y  t h a t  the  p r e s e n t i n g  p r ob l em  
may no t  c l e a r  up q u i c k l y .  T h i r t y  s i x  p e r  c e n t  o f  the  
sample had e x p r e s s e d  t h i s  w o r r y  ( T a b l e  2 6 ) .  T h e r e  was no 
s t a t i s t i c a l l y  s i g n i f i c a n t  a s s o c i a t i o n  between t h i s  
p a r t i c u l a r  concern  and any o f  the  d i a g n o s e s  g i v e n  t o  
p a t i e n t s '  p r ob l ems  in the s am p l e .  T h i s  may be because many 
o f  the  p r ob l ems  p r e s e n t e d  t o  g e n i t o - u r i n a r y  m e d i c i n e  
c l i n i c s  g i v e  r i s e  to  such c o n c e r n s .  C e r t a i n l y  pr ob l ems  
such as non s p e c i f i c  i n f e c t i o n ,  c a n d i d i a s i s  and h e r p e s ,  
w h i l s t  r e s p o n s i v e  to  t r e a t m e n t ,  a r e  known t o  be r e c u r r e n t ,  
and p r ob l ems  such as g e n i t a l  w a r t s  a r e  o f t e n  r é s i s t e n t  t o  
t r e a t m e n t .  P robl ems such as h e r p e s  may become 
p s y c h o l o g i c a l l y  d i s t r e s s i n g  because o f  t h e i r  c h r o n i c i t y  and  
r e c u r r e n c e  ( A d l e r , 1985;  Lok e t  a l . , 1 9 8 5 ) .  P a t i e n t s  who 
were  p a r t i c u l a r l y  d i s t r e s s e d  by the p o s s i b i l i t y  of  t h e i r
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p r o b l e m  n o t  c l e a r i n g  up q u i c k l y  were  more l i k e l y  t o  e x p r e s s  
d i s s a t i s f a c t i o n  w i t h  a l l  a s p e c t s  o f  t h e i r  med i ca l  
t r e a t m e n t .  T h i s  r esponse  wou l d  ap p ea r  t h e r e f o r e  no t  s i m p l y  
t o  r e f l e c t  d i s a p p o i n t m e n t  w i t h  the  l a c k  o f  e f f e c t i v e n e s s  o f  
t h e i r  t r e a t m e n t  but  a l s o  d i s s a t i s f a c t i o n  w i t h  the  way in  
wh i ch  t h e y  were  t r e a t e d .  The s u r v e y  i t s e l f  p r o v i d e s  no 
f u r t h e r  i n f o r m a t i o n  w i t h  which  t o  i n t e r p r e t  t h i s  
r e l a t i o n s h i p .  N e v e r t h e l e s s  one p o s s i b l e  i n t e r p r e t a t i o n  may 
be t h a t  p a t i e n t s  w i t h  a concern  about  the  c h r o n i c i t y  o f  
t h e i r  p r o b l e m  had a c t u a l l y  e x p e r i e n c e d  r e c u r r e n t  i n f e c t i o n .  
R a t h e r  l i k e  the c h r o n i c  m i g r a i n e  s u f f e r e r s  in the  
n e u r o l o g i c a l  c l i n i c  s t u d y ,  t h e y  may have f e l t  t h a t  the  
r o u t i n e  and impersona l  management  o f  t h e i r  p r ob l em d i d  n o t  
match the  c o m p l e x i t y ,  s e v e r i t y  and i mp o r ta n ce  o f  t h e i r  
symptoms.
Some s u p p o r t  f o r  t h i s  i n t e r p r e t a t i o n  comes f r om a 
s t u d y  o f  n o n - c o m p l i a n c e  in a n o t h e r  g e n i t o - u r i n a r y  m e d i c i n e  
c l i n i c  ( P e r f r e m o n t  and O v e r f i e l d , 1 9 7 8 ) .  They n o t e d  t h a t  
f e m a l e  p a t i e n t s  w i t h  c a n d i d i a s i s  ' t e n d e d  t o  show more  
n e g a t i v e  or  r e s e r v e d  a t t i t u d e s .  One p o s s i b l e  e x p l a n a t i o n  
i s  t h a t  c a n d i d i a s i s  tends  t o  be p e r c e i v e d  as " o n l y  t h r u s h " '  
( P e r f r e m o n t  and O v e r f i e l d ,  1 9 7 8 : 2 0 4 ) .  In  o t h e r  words  such 
p a t i e n t s  were  upset  by the a p p a r e n t  a t t i t u d e  o f  s t a f f  in 
t r e a t i n g  t h e i r  p r e s e n t i n g  p r ob l em as r o u t i n e  and t r i v i a l .  
Whet her  r e a l  or  p e r c e i v e d ,  such a t t i t u d e s  may be f e l t  by  
p a t i e n t s  p r e s e n t i n g  w i t h  o t h e r  t r o u b l e s om e  and r e c u r r e n t  
symptoms.  I t  has a l r e a d y  been a r g u e d  t h a t  the c l i n i c  in 
t h i s  s t u d y  was v e r y  busy and a p p e a r e d  t o  deal  w i t h  too  many 
p a t i e n t s  t o  p e r m i t  d o c t o r s  t o  e l i c i t  more l e n g t h y  p e r s o n a l
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d e t a i l s  than was e s s e n t i a l  f o r  i mmedi a te  d i a g n o s t i c  and  
t h e r a p e u t i c  t a s k s .  One i n d i c a t i o n  o f  t h i s  was t h a t  d o c t o r s  
were  u n a b l e  t o  make v e r y  a c c u r a t e  a p p r a i s a l s  o f  the  
p e r s o n a l  d i s t r e s s  amongst  t h e i r  p a t i e n t s  when asked t o  
c o m p l e t e  s i m p l e  assessment  s c a l e s  ( F i t z p a t r i c k  e t  a l . , 1 9 8 5 ;  
F i t z p a t r i c k  e t  a l . , 1 9 8 7 ) .  I t  may a l s o  be the  case t h a t  
i mper s ona l  management i s  s o c i a l l y  f u n c t i o n a l  w h e r e ,  as  i s  
u s u a l l y  the  case in c l i n i c s  such as t h i s  one ,  the d o c t o r  
has t o  c onduc t  an i n t i m a t e  sexua l  e x a m i n a t i o n  o f  the  
p a t i e n t  ( E m e r s o n , 1 9 7 0 ) .  Whether  r o u t i n e  impersona l  
management  a r i s e s  f r om c o n s t r a i n t s  o f  s o c i a l  i n t e r a c t i o n ,  
p r e s s u r e s  o f  l a r g e  numbers o f  p a t i e n t s ,  or  the r e p e t i t i v e  
t r e a t m e n t  o f  f a m i l i a r  i n f e c t i o n s  r e g a r d e d  as ' m i n o r '  f r o m  
w i t h i n  the  med i ca l  mo d e l ,  i t  may be s p e c u l a t e d  t h a t  f o r  
some o f  the  p a t i e n t s  c o n ce r ne d  about  p o t e n t i a l l y  v e r y  
t r o u b l e s o m e  and d i s r u p t i v e  symptoms,  the c l i n i c  s t a f f ' s  
r es p o n s e  wou l d  appear  s u p e r f i c i a l  and d i s a p p o i n t i n g .
None of  the o t h e r  v a r i a b l e s  e x p l a i n e d  as much 
v a r i a t i o n  in s a t i s f a c t i o n .  Of the t h r e e  v a r i a b l e s  t h a t  d i d  
c o n s i s t e n t l y  appear  in the r e g r e s s i o n  e q u a t i o n s ,  the  
D i s e a s e  C o n v i c t i o n  s c a l e  o f  the  IBQ a p p e a r s  t o  r e p r e s e n t  
a n o t h e r  a s p e c t  of  d i s t r e s s  in r e l a t i o n  t o  the p r e s e n t i n g  
p r o b l e m  t h a t  a l s o  i n f l u e n c e s  s ubsequent  s a t i s f a c t i o n .  
A l t h o u g h  d e v e l o p e d  t o  i d e n t i f y  p a t i e n t s  w i t h  symptoms o f  
m in o r  m e d i c a l  s i g n i f i c a n c e  who m i g h t  prove  d i f f i c u l t  f o r  
the d o c t o r  t o  manage and r e a s s u r e ,  the  IBQ as a whole  and  
t h i s  s c a l e  p a r t i c u l a r y  have been exami ned f o r  w i d e r  
p o s s i b l e  a p p l i c a b i l t y .  The i n s t r u m e n t  has been used more  
r e c e n t l y  t o  i n v e s t i g a t e  pr ob l ems  in p a t i e n t s '  r e sp o n s e s  t o
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c o r o n a r y  a r t e r y  b y - p a s s  s u r g e r y  ( P i l o w s k y  e t  a i . , 1 9 7 9 )  and  
r e a c t i o n s  t o  m y o c a r d i a l  i n f a r c t i o n  ( B y rn e  and W h y t e , 1 9 7 9 ) .
In  the  STD c l i n i c ,  h i gh  s c o r e s  f o r  D i s e a s e  C o n v i c t i o n  were  
as l i k e l y  t o  occur  in p a t i e n t s  w i t h  s i g n i f i c a n t  m e d i c a l  
d i s e a s e  as r e f l e c t e d  in a s u b s t a n t i a l  d i a g n o s i s  such as  
c a n d i d i a s i s  or  w a r t s ,  as in those w i t h o u t ,  those who were  
r e c o r d e d  as ' n o  a b n o r m a l i t y  d e t e c t e d '  in t h e i r  med i ca l  
r e c o r d s .  The d i s c u s s i o n s  o f  Mayou ( 1 9 7 6 ) ,  B a r sk y  and  
Kl erman ( 1 9 8 3 )  and Mechani c  ( 1 9 7 2 ) ,  c i t e d  e a r l i e r ,  i n d i c a t e  
t h a t  the  co n ce r ns  and d i s t r e s s  about  d i s e a s e  r e f l e c t e d  in 
the  D i s e a s e  C o n v i c t i o n  s c a l e  a r e  common in m e d i c a l  s e t t i n g s  
and make the concept  o f  abnormal  h y p o c h o n d r i a c a l  i l l n e s s  
b e h a v i o u r  p r o b l e m a t i c .  The Judgement  as t o  w he t he r  such  
p e r c e p t u a l  r esp o n s e s  were a p p r o p r i a t e  or  u n w a r r a n t e d ,  
assumi ng  i t  wou l d  be h e l p f u l ,  c an n o t  be made w i t h  the  
i n f o r m a t i o n  a v a i l a b l e  about  t h i s  s a m pl e .  More i m p o r t a n t ,  
the  e v i d e n c e  o f  C r o n b a c h ' s  a l p h a  s u g g e s t e d  t h a t  the s c a l e  
o f  D i s e a s e  C o n v i c t i o n  may not  be homogeneous,  as a p p l i e d  t o  
t h i s  c l i n i c  p o p u l a t i o n .  E a r l i e r  in t h i s  c h a p t e r  i t  was  
n o t e d  t h a t  the i t em in the s c a l e  wh i ch  c o r r e l a t e d  most w i t h  
s a t i s f a c t i o n  was a q u e s t i o n  about  w h e t h e r  the r e s p o n d e n t  
w o u l d  a c c e p t  the d o c t o r ' s  r e a s s u r a n c e  t h a t  n o t h i n g  was  
w r o n g .  Aga i n  i t  i s  o n l y  p o s s i b l e  t o  s p e c u l a t e  about  the  
me an i ng  o f  the a s s o c i a t i o n  o f  t h i s  i tem w i t h  a l l  t h r e e  
s a t i s f a c t i o n  s c a l e s .  One p o s s i b l e  i n t e r p r e t a t i o n  o f  t h i s  
a s s o c i a t i o n  woul d  be to  i n f e r  a s i m i l a r  p r o c es s  as w i t h  the  
ICQ i te m about  concern t h a t  the p r ob l e m  m i g h t  not  c l e a r  up.  
P a t i e n t s  w i t h  e x p e r i e n c e  o f  r e c u r r e n t  g e n i t o - u r i n a r y  
i n f e c t i o n s  may come t o  f e e l  o v e r  t i me  t h a t  m e d i c i n e  does  
not  acknowl dege  the i mpor tance  o f  such p r ob l e m s ,  as
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s u g g e s t e d  by p a t i e n t s  in P e r f r e m e n t  and O v e f i e l d ' s  ( 1 9 7 8 )  
s t u d y .  They  p a r t i c u l a r l y  do not  w i sh  t o  have t h e i r  p r ob l em  
t r e a t e d  as u n i m p o r t a n t .  T h i s  i s  r e f l e c t e d  in t h e i r  
r e sp o n s e  t o  the IBQ i tem t h a t  t h e y  wo u l d  not  a c c e p t  the  
d o c t o r ' s  v i e w  t h a t  t h e y  had n o t h i n g  wrong w i t h  them.  The  
r o u t i n e  management  o f  t h e i r  p r o b l em by the c l i n i c  i s  more  
o f t e n  p e r c e i v e d  by these  i n d i v i d u a l s  as d i s a p p o i n t i n g  in  
a l l  r e s p e c t s ,  in t e r ms  of  degree  o f  p e rs o n a l  
a p p r o p r i a t e n e s s  and q u a l i t y  o f  t r e a t m e n t  as w e l l  as in 
t e r ms  o f  the v a l u e  o f  t r e a t m e n t .
P a t i e n t s  who had a t t e n d e d  the  c l i n i c  p r i o r  t o  the  
s t u d y  v i s i t  C o l d  p a t i e n t s ' )  were  a l s o  s i g n i f i c a n t l y  more  
l i k e l y  t o  be d i s s a t i s f i e d  on a l l  t h r e e  s c a l e s .  A f ew o t h e r  
s t u d i e s  have c o n s i d e r e d  the e f f e c t s  o f  l e v e l  o f  p r i o r  
e x p e r i e n c e  o f  me d i c a l  car e  upon c u r r e n t  s a t i s f a c t i o n .  L i nn  
and c o l l e a g u e s  ( 1 9 8 2 )  found in t h e i r  s t u d y  of  a m b u l a t o r y  
c a r e ,  t h a t ,  in s e p e r a t e  a n a l y s e s  o f  younger  and o l d e r  
p a t i e n t s ,  the  g r e a t e r  the number o f  p r i o r  c l i n i c  v i s i t s ,  
the  g r e a t e r  was the l i k e l i h o o d  o f  p a t i e n t s '  e x p r e s s i n g  
d i s s a t i s f a c t i o n .  In  a s tu d y  o f  p a t i e n t s  a t t e n d i n g  an 
o u t p a t i e n t  c l i n i c  f o r  back p a i n ,  p r e v i o u s  e x p e r i e n c e  o f  any  
k i n d  o f  h o s p i t a l  t r e a t m e n t  f o r  back p a i n  was the s t r o n g e s t  
i n d e p e n d e n t  p r e d i c t o r  o f  d i s s a t i s f a c t i o n  ( F i t z p a t r i c k  and  
c o l l e a g u e s ,  1 9 8 7 ) .  One p o s s i b l e  way in which p r i o r  
e x p e r i e n c e  o f  a s e r v i c e  may be i n f l u e n t i a l  i s  t h a t  the  
i n d i v i d u a l ' s  e x p e c t a t i o n s  become more c l e a r l y  d e f i n e d .  
St i mson  and Webb ( 1 9 7 5 : 3 1 - 2 )  f ou n d  t h a t  in g e ne r a l  
p r a c t i c e ,  p a t i e n t s '  e x p e c t a t i o n s  o f  h e a l t h  c a r e  become more  
c o n c r e t e  and c l e a r  as t h e i r  e x p e r i e n c e  o f  the p a r t i c u l a r
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h e a l t h  c a r e  s e t t i n g  i n c r e a s e d .  They  n o t e  t h a t  r e p e a t  
a t t e n d e r s  o f  g e ne r a l  p r a c t i c e  w i t h  l on g  s t a n d i n g  c o n d i t i o n s  
may f o r m p a r t i c u l a r l y  d e f i n i t e  e x p e c t a t i o n s  o f  the d o c t o r .
By c o n t r a s t  p a t i e n t s  w i t h  no p r i o r  e x p e r i e n c e  o f  a 
p a r t i c u l a r  d o c t o r  or  a p a r t i c u l a r  i l l n e s s  may have more  
f l u i d  e x p e c t a t i o n s  o f  a g e n e r a l  p r a c t i c e  c o n s u l t a t i o n .
P a s t  p r e s c r i b i n g  p r a c t i c e s  o f  a d o c t o r  i n f l u e n c e  p a t i e n t s '  
e x p e c t a t i o n s  in any subsequent  c o n s u l t a t i o n  
( R a p o p o r t , 1 9 7 9 ) .  P a r e n t s  o f  c h i l d r e n  w i t h  e p i l e p s y  become 
more k no w le d g e a b l e  and l e s s  p a s s i v e  and s a t i s f i e d  wth c a r e  
o v er  t i me  ( W e s t , 1 9 7 6 ) .  The i n f l u e n c e  o f  e x p e r i e n c e  in 
s h a r p e n i n g  e x p e c t a t i o n s  and s a t i s f a c t i o n  over  t ime has  
a l r e a d y  been d i s c u s s e d  in r e l a t i o n  t o  Ross e t  a l . s '  ( 1 9 8 1 )  
i n v e s t i g a t i o n  of  d i f f e r e n t  f o r ms  o f  p r i m a r y  medica l  
p r a c t i c e  in the  USA. Such e v i d e n c e  l e n d s  s u p p o r t  t o  the  
s p e c u l a t i o n  t h a t  r e p e a t  a t t e n d e r s  a t  the  STD c l i n i c  f o rm  
more d e f i n i t e  e x p e c t a t i o n s  o f  the  c l i n i c  o ver  t i m e .  
C o n v e r s e l y  new a t t e n d e r s  may be l e s s  c l e a r  in t h e i r  v i e w s  
and,  p e r h a p s  more i m p o r t a n t l y ,  a r e  more r e a d y  t o  n o r m a l i s e  
or  f o r g i v e  a s p e c t s  o f  t h e i r  t r e a t m e n t .  R e g u l a r  a t t e n d e r s  
may s i m p l y  be l e s s  f o r g i v i n g .  F l e x i b i l i t y  o f  o r i e n t a t i o n  
was a s a l i e n t  f e a t u r e  of  a l mo s t  a l l  o f  the p a t i e n t s  
i n c l u d e d  in the n e u r o l o g i c a l  c l i n i c  s t u d y  r e p o r t e d  e a r l i e r  
in the t h e s i s .  As p a t i e n t s  w i t h  no p r i o r  e x p e r i e n c e  o f  
n e u r o l o g i c a l  c l i n i c s ,  t h e i r  e x p e c t a t i o n s  p r oved  h i g h l y  
f l u i d  and t h e i r  r e a d i n e s s  t o  a c c e p t  or  n o r m a l i s e  
p o t e n t i a l l y  u p s e t t i n g  a s p e c t s  o f  t h e i r  c l i n i c  v i s i t  q u i t e  
s t r i k i n g .  However one group o f  p a t i e n t s ,  c h r o n i c  m i g r a i n e  
s u f f e r e r s  p r o v ed  l e s s  f o r g i v i n g  and were  more d i s a p p o i n t e d  
w i t h  the c l i n i c  v i s i t .  I t  was a r gu ed  t h a t  t h e i r
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p e r c e p t i o n s  were  d i f f e r e n t  in the  sense t h a t  the r o u t i n i s e d  
r ép o n se  o f  the  d o c t o r  d i d  not  match the  more e l a b o r a t e  and  
complex  p i c t u r e  o f  t h e i r  d i s o r d e r  t h a t  p a t i e n t s  had,  o f  
n e c e s s i t y ,  d e v e l o p e d .  In  a l l  t hese  i n s t a n c e s ,  i t  may a l s o  
be t h a t  p r i o r  e x p e r i e n c e  above a l l  p r o v i d e s  some k i n d  o f  
' b e nc h  m a r k '  a g a i n s t  which t o  Judge c u r r e n t  e x p e r i e n c e ,  and  
g r e a t e r  c o n f i d e n c e  t o  e x p r e s s  d i s s a t i s f a c t i o n  as a r e s u l t  
o f  such bench marks .
T h i s  i n t e r p r e t a t i o n  o f  the e f f e c t s  of  p r e v i o u s  
e x p e r i e n c e  o f  the c l i n i c  may a l s o  be c o n s i s t e n t  w i t h  the  
i n t e r a c t i o n  e f f e c t  n ot e d  e a r l i e r  in t h i s  c h a p t e r  between  
w h e t h e r  or  no t  an i n d i v i d u a l  had p r e v i o u s l y  a t t e n d e d  the  
c l i n i c ,  h i s  or  her  D i sease  C o n v i c t i o n  s c a l e  s co r e  and 
s a t i s f a c t i o n .  Those w i t h  a h i gh  s c o r e  f o r  the s c a l e  were  
much more l i k e l y  to  e x p r e s s  d i s s a t i s f a c t i o n  i f  t h e y  had  
a l s o  p r e v i o u s l y  a t t e n d e d  the  c l i n i c .  The most  i m p o r t a n t  
e l e m e n t  measured  by the s c a l e  in t h i s  c o n t e x t  may have been  
the  w i sh  n o t  t o  have the p r e s e n t i n g  p r ob l em t r e a t e d  as  
r o u t i n e  or  u n i m p o r t a n t .  T h i s  wi sh  wo u l d  be s t r o n g e r  in 
those  w i t h  a c t u a l  e x p e r i e n c e  o f  c l i n i c  p r a c t i c e  and wou l d  
be more l i k e l y  t o  r e s u l t  in d i s a p p o i n t m e n t  a f t e r w a r d s .
The o t h e r  v a r i a b l e  t o  have a c o n s i s t e n t  e f f e c t  in 
a l l  t h r e e  r e g r e s s i o n  e q u a t i o n s  was l e v e l  of  e d u c a t i o n  w i t h  
more h i g h l y  e d uc a t e d  i n d i v i d u a l s  r e p o r t i n g  h i g h e r  l e v e l s  o f  
d i s s a t i s f a c t i o n .  T h i s  f i n d i n g  i s  c o n s i s t e n t  w i t h  a number  
o f  o t h e r  s t u d i e s  c i t e d  in c h a p t e r  one ,  in which  i t  has been  
f o u n d  t h a t  more h i g h l y  e du c a t e d  r e s p o n d e n t s  a r e  more r e a d y  
t o  e x p r e s s  c r i t i c a l  comment.  I t  i s  p o s s i b l e ,  but  u n l i k e l y .
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t h a t ,  in t h i s  c l i n i c ,  such d i f f e r e n c e s  in r e sp o n s e s  r e f l e c t  
d i f f e r e n t i a l  t r e a t m e n t .  No d i r e c t  e v i d e n c e  i s  a v a i l a b l e  t o  
examine  t h i s  p o s s i b i l i t y .  One p i e c e  o f  i n d i r e c t  e v i d e n c e  
i s  the f i n d i n g  in two s e p a r a t e  s u r v e y s  o f  the c l i n i c  
( F i t z p a t r i c k  e t  a l . , 1 9 8 5 ;  F i t z p a t r i c k  e t  a l . , 1 9 8 7 )  t h a t  
t h e r e  were  no d i f f e r e n c e s  in d o c t o r s '  a war eness  o f  
p a t i e n t s '  l e v e l  o f  p s y c h o l o g i c a l  d i s t r e s s  f o r  p a t i e n t s  o f  
d i f f e r e n t  e d u c a t i o n a l  b a ck g r ou n d .  Thus  more p l a u s i b l e  i s  
the  v i e w  t a ke n  in most  such s u r v e y s  t h a t  d i f f e r e n c e s  in  
s a t i s f a c t i o n  p r i m a r i l y  r e f l e c t  a t t i t u d i n a l  d i f f e r e n c e s  in 
the  sense o f  d i f f e r e n t  p r o p e n s i t i e s  t o  e x p r e s s  n e g a t i v e  
comment about  any form o f  s e r v i c e  or  goods.
D e n i a l  ( I B Q )  a pp e a r s  amongst  the  s i g n i f i c a n t  
p r e d i c t o r s ,  in t h i s  case w i t h  a p o s i t i v e  c o e f f i c i e n t  in 
r e l a t i o n  t o  s a t i s f a c t i o n  w i t h  the a r t  o f  c a r e .  I t  has been  
a r g u e d  e a r l i e r  t h a t  the concept  and measurement  o f  d e n i a l  
i s  p r o b l e m a t i c  and t h a t  many o f  the  i t e ms  in the f a c t o r  may 
s i m p l y  be a c c u r a t e  r e p o r t s  by p a t i e n t s  o f  t h e i r  v ie ws  as t o  
w h e t h e r  t h e y  have v a r i o u s  p r o b l ems  in t h e i r  l i v e s .  The  
t h e o r e t i c a l  d i s c u s s i o n  and s u r v e y  r e s u l t s  o f  G r e e n l e y  e t  
a l .  ( 1 9 8 2 )  a re  c o ncer ned  w i t h  the n e o a t  i ve a s s o c i a t i o n  o f  
d e n i a l  and s a t i s f a c t i o n .  In  t h a t  d i s c u s s i o n ,  
d i s s a t i s f a c t i o n  w i t h  h e a l t h  c a r e  i s  l i n k e d  t o  d e n i a l  in  
t e r ms  o f  a concept  of  p r o f o u n d  d i f f i c u l t i e s  in some 
p a t i e n t s  in r e c o g n i s i n g  p s y c h o l o g i c a l  p r o b l e m s ,  which  
r e s u l t s  in f r u s t r a t i o n  when s e e k i n g  p r o f e s s i o n a l  h e l p .  The  
D e n i a l  s c a l e  i s  p o s i t i v e l y  a s s o c i a t e d  w i t h  s a t i s f a c t i o n  
in t h i s  s t u d y .  T h i s  i s  u n l i k e l y  t o  be in any way r e l a t e d  
t o  p r o c e s s e s  o f  d e n i a l .  The e x t e n t  t o  which p a t i e n t s
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r e p o r t  p r o b l e m s  in o t h e r  a r e a s  o f  t h e i r  l i v e s  i s  a s s o c i a t e d  
w i t h  the e x t e n t  t o  whi ch  t h e y  r e p o r t  p r ob l ems  in t h e i r  
m e d i c a l  c o n s u l t a t i o n s .  T h i s  f i n d i n g  i s  more a p p r o p r i a t e l y  
i n t e r p r e t e d  in t e rms  o f  P a t r i c k  and c o l l e a g u e s '  f i n d i n g  
( 1 9 8 3 )  o f  an a s s o c i a t i o n  between h i g h  l i f e  e v e n t s  s c o r e s  
and p a t i e n t  d i s s a t i s f a c t i o n .
Thus a v a r i e t y  o f  d i f f e r e n t  v a r i a b l e s  measured  
b e f o r e  the p a t i e n t s  a t t e n d e d  the d o c t o r  t o g e t h e r  t h r ow  
l i g h t  upon the l i m i t e d  v a r i a b i l i t y  in subsequent  
q u e s t i o n n a i r e  r e s p o n s e s .  D i f f e r e n t  a s p e c t s  o f  the  
e x p e r i e n c e s  o f  symptoms and o f  p r i o r  t r e a t m e n t ,  f o r  c e r t a i n  
p a t i e n t s ,  a ppea r  t o  r e s u l t  in d i s s a p o i n t m e n t s  in the  
c l i n i c .  The i n t e r p r e t a t i o n  o f  the c o n ce r n s  and w o r r i e s  of  
c l i n i c  p a t i e n t s  has been somewhat s p e c u l a t i v e .  I t  has  
however  been based on a v e r y  d i f f e r e n t  approach t o  the  r o l e  
o f  a f f e c t i v e  c o n c e rn s  in p a t i e n t  s a t i s f a c t i o n  than the  
a ppr oach  w i t h  whi ch  t h i s  s t u d y  began -  t h a t  o f  Ben S i r a .  A 
f i n a l  a p p r a i s a l  o f  Ben S i r a ' s  model  i s  needed.
A f f e c t i v e  f a c t o r s  in p a t i e n t  s a t i s f a c t i o n ;  an assessment
Ben S i r a  has d e v e l o p e d  a d i s t i n c t i v e  approach  t o  
the  e x a m i n a t i o n  o f  p a t i e n t  s a t i s f a c t i o n ,  and has p r o v i d e d  
bot h  t h e o r e t i c a l  and s u b s t a n t i v e  d i s c u s s i o n s  o f  the  c e n t r a l  
p r o c e s s e s  whereby  p a t i e n t s  e v a l u a t e  t h e i r  h e a l t h  c a r e .
T h i s  work i s  the most e x t e n s i v e  r e sp o n s e  to  those who wou l d  
c a l l  f o r  r e s e a r c h  ' t o  e l u c i d a t e  the  s o c i a l  p s y c h o l o g i c a l
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p r o c e s s e s  i n v o l v e d  in consumer s a t i s f a c t i o n '
( L e b o w , 1 9 8 2 : 2 5 6 )  or  t o  those who wo u l d  f a u l t  p a t i e n t  
s a t i s f a c t i o n  r e s e a r c h  f o r  ' h a v i n g  l i t t l e  in the way o f  
t h e o r y  g u i d i n g  the v a r i a b l e s  chosen f o r  s t u d y  or  the  
h y p o t h e s e s  b e i n g  t e s t e d '  ( L i k e  and Z y z a n s k i , 1 9 8 7 : 3 5 1 - 7 ) .
The model  has been e x t e n s i v e l y  d e s c r i b e d  above and i t  
r e m a i n s  t o  draw t o g e t h e r  t h i s  e x a m i n a t i o n  o f  the  s t r e n g t h s  
and weaknesses  o f  the model as a p p l i e d  t o  one p a r t i c u l a r  
h e a l t h  c a r e  s e t t i n g .  T h i s  r e v i e w  w i l l  a l s o  be a 
p r e r e q u i s i t e  f o r  the main q u e s t i o n  g u i d i n g  t h i s  t h e s i s  -  
the o v e r a l l  scope and v a l u e  o f  p a t i e n t  s a t i s f a c t i o n  
r e s e a r c h  -  in so f a r  as Ben S i r a ' s  work  most  c l e a r l y  
c i r c u m s c r i b e s  the  scope o f  such i n f o r m a t i o n .
The model  depends p r i m a r i l y  on the v i e w  t h a t  
p a t i e n t s '  o v e r a l l  sense of  s a t i s f a c t i o n  w i t h  the  h e a l t h  
c a r e  t h a t  t h e y  r e c e i v e  i s  d e t e r m i n e d  by the  h e a l t h  
p r o f e s s i o n a l ' s  a f f e c t i v e  b e h a v i o u r  t o wa r d  them.  One way in 
whi ch  such an a n a l y s i s  has been p u r su e d  in o t h e r  r e s e a r c h  
has been by l i n k i n g  s p e c i f i c  a s p e c t s  o f  the  p r o c e s s e s  and  
c o n t e n t  o f  h e a l t h  c a r e ,  such as the f r i e n d l i n e s s  o f  
d o c t o r s '  communi ca t i on  s t y l e s  in c o n s u l t a t i o n s ,  measured  
d i r e c t l y  f r om tape  r e c o r d i n g s  of  t h e i r  c o n s u l t a t i o n s ,  to  
outcomes o f  c a r e  such as p a t i e n t  s a t i s f a c t i o n  or  c o mp l i a nc e  
( Ko r s c h  e t  a l . , 1 9 6 8 ) .  T h i s  i s  the most  r o b u s t  t e s t  o f  the  
r o l e  o f  a f f e c t i v e  f a c t o r s  in t h a t  v a r i a b l e s  such as the  
d o c t o r ' s  a f f e c t i v e  b e h av i o u r  a re  measured q u i t e  
i n d e p e n d e n t l y  o f  the p a t i e n t ' s  r e sp o n s e  in te rms  o f  degr ee  
of  s a t i s f a c t i o n .  Such r e s e a r c h  does show t h a t  the manner  
o f  the  d o c t o r  can be an i m p o r t a n t  i n f l u e n c e  upon p a t i e n t
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s a t i s f a c t i o n .  The a f f e c t i v e  tone o f  the  d o c t o r ' s  speech  
has been shown t o  be a s s o c i a t e d  w i t h  subsequent  
s a t i s f a c t i o n  ( H a l l  and col  l e a g u e s , 1 9 8 1 ) .  Showing i n t e r e s t  
in the  p a t i e n t ,  b y ,  f o r  exampl e ,  a s k i n g  q u e s t i o n s  about  the  
p a t i e n t ' s  f a m i l y ,  may a l s o  be p o s i t i v e l y  a s s o c i a t e d  w i t h  
p a t i e n t  s a t i s f a c t i o n  ( W e i n b e r g e r  and col  l e a g u e s , 1 9 8 1 ) .  
Q u a l i t i e s  in the  d o c t o r  such as empathy have been shown t o  
i n f l u e n c e  s a t i s f a c t i o n  ( L i n n  e t  a l . , 1 9 8 7 ) .  H o w e v e r , i t  i s  
by no means c l e a r  f r om a l l  such s t u d i e s  t h a t  the  d o c t o r ' s  
a f f e c t i v e  b e h a v i o u r  i s  the s o l e  or  p r i m a r y  b a s i s  or  source  
o f  o v e r a l l  p a t i e n t  s a t i s f a c t i o n  or  t h a t  a f f e c t i v e  b e h a v i o u r  
i s  c o n f u s ed  or  c o n f l a t e d  by the p a t i e n t  w i t h  i n s t r u m e n t a l  
b e h a v i o u r .  R o t e r  and c o l l e a g u e s  ( 1 9 8 7 )  asked  p a t i e n t s  t o  
a s s e s s  t h e i r  s a t i s f a c t i o n  w i t h  c o n s u l t a t i o n s  in a g e ne r a l  
m e d ic a l  c l i n i c .  The c o n s u l t a t i o n s  were  a l s o  t ape  r e c o r d e d  
and r a t e d  by r e s e a r c h e r s .  R a t i n g s  o f  d o c t o r s '  t e c h n i c a l  
b e h a v i o u r  were  much more c l o s e l y  a s s o c i a t e d  w i t h  p a t i e n t s '  
g l o b a l  s a t i s f a c t i o n  than were the i n v e s t i g a t o r s '  r a t i n g s  o f  
a f f e c t i v e  b e h a v i o u r .  S i m i l a r l y ,  o b s e r v e r  r a t i n g s  o f  the  
d o c t o r s '  t e c h n i c a l  b e h a v i o u r  c o r r e l a t e d  more w i t h  the  
t e c h n i c a l  s c a l e s  compared w i t h  the  a f f e c t i v e  s c a l e s  o f  the  
p a t i e n t  s a t i s f a c t i o n  q u e s t i o n n a i r e .  The a u t h o r s  c on c l ud e d  
v e r y  f i r m l y  t h a t  p a t i e n t s '  j u d g e men t s  on the  two d i me n s i o n s  
of  t e c h n i c a l  and a f f e c t i v e  a s p e c t s  o f  t h e i r  c o n s u l t a t i o n s  
seemed q u i t e  s h a r p l y  d i s t i n g u i s h e d .
Ben S i r a ' s  model i s  not  s u p p o r t e d  by the p a t t e r n  o f  
v i e w s  e x p r e s s e d  by p a t i e n t s  a t t e n d i n g  an STD c l i n i c .  
S a t i s f a c t i o n  w i t h  a l l  i t ems o f  c a r e  a re  p o s i t i v e l y  skewed  
and c o r r e l a t e  h i g h l y  w i t h  each o t h e r .  Thus s a t i s f a c t i o n
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w i t h  t r e a t m e n t  c o r r e l a t e s  j u s t  as much w i t h  s a t i s f a c t i o n  
w i t h  ' i n s t r u m e n t a l '  as w i t h  ' a f f e c t i v e '  i t e m s .  I t  wou l d  
a p p ea r  a r b i t r a r y  t o  s e l e c t  out  a f f e c t i v e  i t e ms  and 
i n s t r u m e n t a l  i tems  in the way Ben S i r a  do e s ,  e x a m i n i n g  the  
changes  o f  c o r r e l a t i o n s  under  d i f f e r e n t  v a l u e s  o f  t h i r d  
v a r i a b l e s  and a s s i g n  causal  p r i m a c y  t o  ' a f f e c t i v e '  i tems  o f  
s a t i s f a c t i o n  in the  u n d e r l y i n g  causa l  m o d e l .  The d a t a  
wo u l d  e q u a l l y  w e l l  s up p o r t  a model  based on the  p r i ma c y  o f  
i n s t r u m e n t a l  j ud g e me n t s  in the  e v a l u a t i o n  o f  h e a l t h  c a r e .
Ther e  a r e  o t h e r  e l e m e n t s  in the  model  o f  p a t i e n t  
s a t i s f a c t i o n .  A n x i e t y  and d i s t r e s s  a r i s i n g  f r om the  
p a t i e n t ' s  i n t e r p r e t a t i o n  o f  symptoms a r e  a common 
accompaniment  o f  i l l n e s s  and i n c r e a s e  the  p a t i e n t ' s  
r e l i a n c e  on the p r o f e s s i o n a l ' s  a f f e c t i v e  b e h a v i o u r  in the  
sense o f  e mo t i o n a l  s u p p o r t ,  a c c o r d i n g  t o  the  m o d e l .  I n  
t hese  c i r c u m s t a n c e s  the p a t i e n t  i s  p a r t i c u l a r l y  dependent  
upon j u d g e men t s  o f  p r o f e s s i o n a l  a f f e c t i v e  b e h a v i o u r  to  
d e t e r m i n e  the v a l u e  o f  t r e a t m e n t .  However in t h i s  
p a r t i c u l a r  h e a l t h  c a r e  s e t t i n g ,  p a t i e n t s  w i t h  more c o n c e rn s  
in r e l a t i o n  to  the  p r e s e n t i n g  h e a l t h  p r o b l em d i d  not  
e x h i b i t  the p a t t e r n  o f  r e spons e s  t o  the  s a t i s f a c t i o n  
q u e s t i o n n a i r e  p r e d i c t e d  by Ben S i r a ' s  mo d e l .  Moreover  on 
common sense g r o u n d s ,  i t  i s  d i f f i c u l t  t o  m a i n t a i n  t h a t  
p a t i e n t s  w i t h  h i g h e r  l e v e l s  of  concer n  or  w o r r y  about  t h e i r  
symptoms s h o u l d  f o c u s  upon a f f e c t i v e  r a t h e r  than  
i n s t r u m e n t a l  a s p e c t s  o f  h e a l t h  p r o f e s s i o n a l ' s  b e h a v i o u r  
s i n c e  both a s p e c t s  a r e  r e l e v a n t  t o  the  r e a s s u r a n c e  of  a 
p a t i e n t .  T a k i n g  a f u l l  and c a r e f u l  h i s t o r y  o f  the  
p a t i e n t ' s  p r ob l em or  i n i t i a t i n g  a p p r o p r i a t e  t e s t s  may
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r e a s s u r e  a p a t i e n t  as  much as b e i n g  t r e a t e d  as  an 
i n d i v i d u a l  r a t h e r  than a c as e .  As R o t e r  and c o l l e a g u e s  
( 1 9 8 7 )  p o i n t  o u t ,  Ben S i r a  c on f u s e s  the  i n t r i n s i c  purpose  
o f  a c ommuni ca t i on  and i t s  a f f e c t i v e  s i g n i f i c a n c e  f o r  the  
r e c i p i e n t .  A p a r t i c u l a r  s t a t e m e n t  may be i n t e n d e d  by the  
d o c t o r  t o  e l i c i t  the  p a t i e n t ' s  h i s t o r y  ( i . e .  i t  has a 
t e c h n i c a l  p u r p o s e ) ,  bu t  may be e x p e r i e n c e d  by the  p a t i e n t  
as r e a s s u r i n g  ( i . e .  as h a v i n g  an a f f e c t i v e  f u n c t i o n ) .  I n  
r e l a t i o n  t o  bo t h  a s p e c t s  o f  the d o c t o r ' s  a c t i o n s ,  the  
p a t i e n t  i s  mak i ng  l a y  r a t h e r  than t e c h n i c a l l y  i n f o r me d  
j u d g e m e nt s  o f  the  d o c t o r ' s  b e h a v i o u r ;  bu t  t o  assume t h a t  
p a t i e n t s  can o n l y  make s u b j e c t i v e  j ud g e me n t s  o f  a f f e c t i v e  
b e h a v i o u r  seems d i f f i c u l t  t o  j u s t i f y .
The o t h e r  a s p e c t  o f  t h i s  a f f e c t i v e  model  o f  p a t i e n t  
s a t i s f a c t i o n  exami ned  by means o f  the STD c l i n i c  sample i s  
t he  r o l e  o f  the  p a t i e n t ' s  l e v e l  o f  e d u c a t i o n .  Here both  
the  c u r r e n t  s t u d y  and Ben S i r a ' s  s u r v e y s  a r e  e q u a l l y  
l i m i t e d  in the sense t h a t  meanings a r e  r e a d  i n t o  the  
a s s o c i a t i o n s  between e d u c a t i o n a l  l e v e l  and s a t i s f a c t i o n .
Ben S i r a  v i e w s  the  p a t i e n t ' s  e d u c a t i o n  as an i n d i c a t i o n  o f  
the  the amount o f  s o c i a l  p s y c h o l o g i c a l  r e s o u r c e s  a v a i l a b l e  
t o  cope w i t h  i l l n e s s  and as i n v e r s e l y  r e l a t e d  t h e r e f o r e  t o  
t he  need f o r  e m o t i o n a l  su p p o r t  f rom the  d o c t o r .  In  
a d d i t i o n ,  e d u c a t i o n  i s  i n v e r s e l y  r e l a t e d  t o  the  a b i l i t y  to  
d i s c e r n  and j u d g e  i n s t r u m e n t a l  a s p e c t s  o f  p r o f e s s i o n a l  
b e h a v i o u r .  A l t h o u g h  the s p e c i f i c a t i o n  o f  r e l a t i o n s  between  
a f f e c t i v e  and I n s t r u m e n t a l  i t ems o f  s a t i s f a c t i o n  by groups  
o f  p a t i e n t s  w i t h  d i f f e r i n g  l e v e l s  o f  e d u c a t i o n  appear ed  t o  
be c o n s i s t e n t  w i t h  Ben S i r a ' s  mode l ,  an a l t e r n a t i v e
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e x p l a n a t i o n  was s u g g e s t e d ,  namely  t h a t  the  l ow er  
c o r r e l a t i o n s  o f  d i f f e r e n t  s a t i s f a c t i o n  i t e ms  amongst  
p a t i e n t s  w i t h  h i g h e r  l e v e l s  o f  e d u c a t i o n  was p r o d u c e d  by  
t h e i r  g r e a t e r  r e a d i n e s s  t o  e x p r e s s  c r i t i c a l  o r  d i s s a t i s f i e d  
v i e w s  on any p a r t i c u l a r  i t e m .  As most  r e s p o n s e s  in the  
sample were p o s i t i v e ,  such o c c a s i o n a l  n e g a t i v e  r e sp o n s e s  
a l o n e  woul d  r e d u c e  o v e r a l l  c o r r e l a t i o n s  be t ween  d i f f e r e n t  
s a t i s f a c t i o n  i t e ms  among the more e d u c a t e d  g r o u p .  F u r t h e r  
s u p p o r t  f o r  t h i s  i n t e r p r e t a t i o n  o f  the  r o l e  o f  e d u c a t i o n  
was o b t a i n e d  f r om bot h  z e r o  o r d e r  c o r r e l a t i o n s  and m u l t i p l e  
r e g r e s s i o n  a n a l y s i s  ( n e i t h e r  o f  which were  used by Ben 
S i r a )  in wh i ch  e d u c a t i o n  was indeed c o n s i s t e n t l y  and 
i n v e r s e l y  r e l a t e d  t o  s a t i s f a c t i o n .  The i n t e r p r e t a t i o n  o f  
the r o l e  o f  t h i s  v a r i a b l e  in the c l i n i c  sample  i s  t h a t  the  
more f r e q u e n t  e x p r e s s i o n  o f  d i s s a t i s f a c t i o n  by p a t i e n t s  
w i t h  h i g h e r  l e v e l s  o f  e d u c a t i o n a l  a c h i e v em en t  i s  a 
r e f l e c t i o n  o f  a t t i t u d i n a l  d i f f e r e n c e s .  E d u c a t i o n a l  and 
s o c i a l  s t a t u s  v a r i a b l e s  a re  o f t e n  f ou n d  t o  be m a j o r  
i n f l u e n c e s  on p a t i e n t  s a t i s f a c t i o n  s u r v e y s  ( e . g .  P o p e , 1978;  
Fox and S t o r m s , 1 9 8 1 )  and indeed e d u c a t i o n a l  l e v e l  was 
i n v e r s e l y  r e l a t e d  t o  s a t i s f a c t i o n  in L i nn  and G r e e n f i e l d ' s  
( 1 9 8 2 )  o r i g i n a l  use o f  the q u e s t i o n n a i r e  employed in t h i s  
s t u d y .  D i f f e r e n c e s  in s a t i s f a c t i o n  s u r v e y s  between  
r e s p o n d e n t s  w i t h  d i f f e r i n g  l e v e l s  o f  e d u c a t i o n  may r e f l e c t  
e i t h e r  p r o f o u n d  d i f f e r e n c e s  in l e v e l s  o f  a s p i r a t i o n s  and  
e x p e c t a t i o n s  o f  the  w o r l d  or  s i t u a t i o n a l  f a c t o r s  r e g a r d i n g  
r e a d i n e s s  t o  be c r i t i c a l  in e x p r e s s i n g  v i e w s  in  
q u e s t i o n n a i r e .  E i t h e r  approach t o  e x p l a n a t i o n  u l t i m a t e l y  
i n d i c a t e s  a t t i t u d i n a l  d i f f e r e n c e s  between i n d i v i d u a l s  in 
e d u c a t i o n a l  l e v e l s  t h a t  p r o v i d e  a r e l a t i v e l y  s i m p l e  and
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p a r s i m o n i o u s  e x p l a n a t i o n  o f  the r o l e  o f  e d u c a t i o n  in t h i s  
s t u d y .  The emphas i s  o f  t h i s  e x p l a n a t i o n  o f  the  r o l e  o f  
e d u c a t i o n  i s  upon a t t i t u d i n a l  d i f f e r e n c e s  in r e a d i n e s s  t o  
c r i t i c i z e  r a t h e r  than in more f undament a l  d i f f e r e n c e s  in 
needs f o r  e m o t i o n a l  s u p p o r t  or  a b i l i t i e s  t o  d i s t i n g u i s h  
between and a p p r e c i a t e  such e l e m e n t a r y  a s p e c t s  o f  a 
d o c t o r ' s  b e h a v i o u r  as h i s  h i s t o r y  t a k i n g  and h i s  showing an 
i n t e r e s t e d  manner .
I n  p a r t ;  the  pr ob l ems  of  Ben S i r a ' s  model  d e r i v e  
f rom m e t h o d o l o g i c a l  d i f f i c u l t i e s  in s u r v e y  r e s e a r c h  whi ch  
have been d i s c u s s e d  f u l l y  above .  T h e r e  a r e  l i m i t a t i o n s  in 
u s i n g  g e n e r a l  pur pose  s u r v e y  samples  t o  d e v e l o p  and t e s t  
mode l s  r e l a t i n g  t o  the  p e r c e p t u a l  and e v a l u a t i v e  p r o c e s s e s  
whi ch  e n t e r  i n t o  p a t i e n t s '  s a t i s f a c t i o n  w i t h  h e a l t h  c a r e ,  
e s p e c i a l l y  where  the  model  concer ns  e m o t i o n a l  and a f f e c t i v e  
r e sp o n s e s  a r i s i n g  f r om the  e x p e r i e n c e  o f  i l l n e s s .  Such 
r e s p o n d e n t s  may be e x p e c t e d  to  v a r y  e n o r mo u s l y  in the  
s a l i e n c e  o f  h e a l t h  and i l l n e s s  as an i s s u e ,  in t h e i r  
c u r r e n t  and r e c e n t  h e a l t h  r e c o r d  and in o t h e r  r e l e v a n t  
d i m e n s i o n s .  Above a l l  many r e s p o n d e n t s  w i l l  n o t  r e c e n t l y  
have e x p e r i e n c e d  the e m o t i o n a l  and p e r s o n a l  immediacy o f  
h e l p  s e e k i n g  f o r  a h e a l t h  problem and t h e i r  a n swe r s  w i l l  
r e f l e c t  more s t e r e o t y p i c  a t t i t u d e s .  J u s t  as i m p o r t a n t  f o r  
a model o f  p e r c e p t u a l  a s p e c t s  of  p a t i e n t  s a t i s f a c t i o n  i s  
the  a b i l i t y  t o  s o r t  out  the t ime o r d e r  o f  r e l e v a n t  
v a r i a b l e s  such as i l l n e s s  concer ns  whi ch  may be e x p e c t e d  t o  
have complex r e l a t i o n s  w i t h  o t h e r  v a r i a b l e s  such as  
s a t i s f a c t i o n .  The t i me  r e f e r e n c e  o f  v a r i a b l e s  i s  a l s o  
i m p o r t a n t .  I f  the  f o c u s  of  a model I s  upon p e r c e p t u a l
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Judgements  o f  s p e c i f i c  h e a l t h  c ar e  c o n s u l t a t i o n s ,  q u e s t i o n s  
need t o  make t h a t  as c l e a r  as p o s s i b l e  t o  the  r es p o n d e n t  
r a t h e r  than a s k i n g  v i e w s  of  h e a l t h  c a r e  w i t h  an u n s p e c i f i e d  
t i me  r e f e r e n c e ,  wh i ch  a ga i n  i n v i t e s  more a t t i t u d i n a l  
r e s p o n s e s .
The a f f e c t i v e  model  o f  p a t i e n t  s a t i s f a c t i o n  a l s o  
has p o t e n t i a l  c o n c e p t u a l  l i m i t a t i o n s  wh i ch  t he  l a s t  f o u r  
c h a p t e r s  have d i s c u s s e d .  C e n t r a l  c o n c e p t s  such as ' c o n c e r n  
a bout  h e a l t h '  and ' s a t i s f a c t i o n  w i t h  i n s t r u m e n t a l  
b e h a v i o u r '  a pp e a r  t o  be more m u l t i d i m e n s i o n a l  c o n c e p t s  than  
i s  a l l o w e d  f o r  in Ben S i r a ' s  wor k .  I n d i v i d u a l s  a t t e n d i n g  a 
p r i m a r y  c a r e  c l i n i c  e x p e r i e n c e  a v a r i e t y  o f  d i f f e r e n t  
c o n c e r n s ,  w o r r i e s  and f e a r s  about  t h e i r  g e n e r a l  h e a l t h  and  
t h e i r  p r e s e n t i n g  p r o b l e m .  Some c on ce r ns  a p p e a r  t o  
i n f l u e n c e  p a t i e n t s '  r esp o n s e s  t o  t h e i r  m e d i c a l  t r e a t m e n t  
more than o t h e r s .  I n  p a r t i c u l a r ,  c e r t a i n  c o n c e r n s  of  
p a t i e n t s  in sub g r ou p s  i d e n t i f i e d  by s o c i a l  o r  demograph ic  
v a r i a b l e s  were  q u i t e  d i r e c t l y  a s s o c i a t e d  w i t h  l e v e l  o f  
subsequent  s a t i s f a c t i o n .  The model a l s o  o p e r a t e s  w i t h  an 
u n e c e s s a r i l y  condensed concept  of  s a t i s f a c t i o n  w i t h  
' i n s t r u m e n t a l '  a s p e c t s  o f  medica l  t r e a t m e n t ,  s i n c e  t h a t  
con ce p t  v a r i o u s l y  c o v e r s  such d i f f e r e n t  Judgements  as the  
p e r c e i v e d  compet ence  and t r a i n i n g  o f  h e l a t h  p r o f e s s i o n a l s ,  
and the t h o r o u g h n e s s  of  t h e i r  I n v e s t i g a t i o n s  on the one 
hand,  and on the  o t h e r  hand p e r c e p t i o n s  o f  the  p o t e n t i a l  
v a l u e  and r e l e v a n c e  o f  medica l  t r e a t m e n t .  Q u a l i t a t i v e  
e v i d e n c e  f r om the  n e u r o l o g i c a l  c l i n i c  s t u d y  s t r o n g l y  
s u gg e st e d  t h a t  p e r c e p t i o n s  of  medica l  competence and the  
a p p l i c a t i o n  o f  t h a t  competence t o  o n e ' s  own case a r e
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s e p a r a t e  d i m e n s i o n s  and t h a t  the l a t t e r  i s  what  m a t t e r s  in 
j u d g i n g  the v a l u e  o f  a c o n s u l t a t i o n .
A more b a s i c  d i f f e r e n c e  betwen the  s t u d y  r e p o r t e d  
he r e  and Ben S i r a ' s  work h i n g e s  r a t h e r  upon a f u n d a me nt a l  
d i f f e r e n c e  in the  c o n c e p t u a l i s a t i o n  o f  b e h a v i o u r .  A m a j o r  
a ssumpt i on  o f  Ben S i r a ' s  t h e o r y  i s  t h a t  c o n c e r n s  about  
h e a l t h  or  i l l n e s s  c r e a t e  emo t i on a l  needs in r e l a t i o n  t o  
t r e a t m e n t .  T h i s  r e s u l t s  in the p a t i e n t  j u d g i n g  the  d o c t o r  
s o l e l y  or  m a i n l y  in te rms o f  emo t i on a l  s u p p o r t  p r o v i d e d  in 
t e rms of  a f f e c t i v e  b e h a v i o u r .  The b a s i c  model  o f  human 
b e h a v i o u r  p o s t u l a t e d  by t h i s  s e r i e s  o f  t h e o r e t i c a l  s t e p s  in 
the causa l  c h a i n  r e q u i r e s  e x p l i c i t  d i s c u s s i o n .  I n  
p a r t i c u l a r ,  Ben S i r a ' s  t h e s i s  depends on a s e r i e s  o f  q u i t e  
r i g i d  d i c h o t o m i e s  between i n s t r u m e n t a l  and a f f e c t i v e  
f a c t o r s  in the  d o c t o r  p a t i e n t  r e l a t i o n s h i p  wh i ch  a r e  
pur su ed  t h r o u g h o u t  the  a n a l y s i s .  The p a t i e n t  has  a f f e c t i v e  
needs ( f o r  r e a s s u r a n c e ,  f o r  example)  and i n s t r u m e n t a l  needs  
( f o r  t r e a t m e n t ,  f o r  e x a m p l e ) .  S i m i l a r l y  the d o c t o r  a c t s  in 
t e rms  o f  a f f e c t i v e  b e h a v i o u r  ( f o r  e xa mp l e ,  showing  
d e v o t i o n )  and in t e r ms  o f  i n s t r u m e n t a l  b e h a v i o u r  ( t r e a t i n g  
the me d i c a l  p r o b l e m ) .  T h e r e  a r e  dangers  in p u r s u i n g  t h i s  
d i chot omous  mode o f  t h i n k i n g  about  r e l a t i o n s  between  
d o c t o r s  and p a t i e n t s .  I n  p a r t i c u l a r  t h e r e  seems t o  be no 
r e a s o n a b l e  g r ounds  f o r  assuming t h a t  p a t i e n t s  who a r e  
w o r r i e d  and c o n c e r n e d  in r e l a t i o n  to  t h e i r  c u r r e n t  h e a l t h  
w i l l  not  l ook  f o r  e v e r y  p o s s i b l e  cue as t o  the  b e n e f i t s  of  
the c a r e  t h e y  a r e  r e c e i v i n g .  Such cues w i l l  i n c l u d e  t h e i r  
p e r c e p t i o n s  o f  the  d o c t o r ' s  medica l  a c t i o n s  as w e l l  as h i s  
e mo t i on a l  s u p p o r t  s i n c e ,  s u b j e c t i v e l y ,  i m p r e s s i o n s  may be
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formed o f  b o t h ,  r e g a r d l e s s  o f  the o b j e c t i v e  q u a l i f i c a t i o n s  
of  the  p a t i e n t  t o  j ud g e  t e c h n i c a l  me d i c a l  m a t t e r s .  S i nce  
a f f e c t i v e  d i s t u r b a n c e  a r i s e s  f rom d i s t r e s s  in r e l a t i o n  t o  
the p r e s e n t e d  p r o b l e m ,  w ou l d  i t  not  be s t r a n g e  i f  the  
p a t i e n t  d i d  not  f o r m s t r o n g  i m p r e s s i o n s  ( a l b e i t  n e c e s s a r i l y  
s u b j e c t i v e )  o f  the d o c t o r ' s  med i ca l  a c t i o n s  t o w a rd s  
t r e a t i n g  the  p r e s e n t e d  p r ob l em? The d i f f e r e n c e  in b a s i c  
a ss u m p t i o n s  about  b e h a v i o u r  between Ben S i r a  and the  
approach p ur sued  h e r e  i s  t h a t  i l l n e s s  i s  he r e  c o n c e i v e d  as  
h a v i n g  i n e x t r i c a b l e  e m o t i o n a l  and c o g n i t i v e  or  
i n s t r u m e n t a l  components .  I l l n e s s  r e p r e s e n t s  bot h  a 
p o t e n t i a l  or  a c t u a l  t h r e a t  t o  the s u f f e r e r  but  a l s o  
i n v o l v e s  e l e m e n t s  o f  c o g n i t i v e  c a l c u l a t i o n .  S i m i l a r l y  
t h e r e  a r e  l i k e l y  t o  be s u b j e c t i v e  e m ot i o n a l  b e n e f i t s  
o b t a i n e d  f r om s u p p o r t i v e  or  a f f e c t i v e l y  a p p r o p r i a t e  
b e h a v i o u r  by the d o c t o r .  But  in a d d i t i o n  p a t i e n t s  a r e  a l s o  
l i k l e l y  t o  c a l c u l a t e  in more c o g n i t i v e  t e rms  the  b e n e f i t s  
o b t a i n e d  f rom c a r e .  The v e r y  language w i t h  wh i ch  Ben S i r a  
d e s c r i b e s  the  e x p e r i e n c e  o f  b e i n g  a p a t i e n t  r i g i d l y  
c o m p a r t m e n t a l i s e s  the  p a t i e n t ' s  p e r s p e c t i v e .  The c r u c i a l  
summary o f  Ben S i r a ' s  t h e o r y  c i t e d  e a r l i e r  can be r e a d  as a 
s e r i e s  o f  over  r i g i d  d i c h o t o m i e s  and c o n t r a s t s  whi ch  
s u s t a i n  an u l t i m a t e l y  l i m i t i n g  and c o n f u s i n g  s e t  o f  
assump t i ons:
' The  m a n i f e s t  goal  of  the p a t i e n t  o f  h a v i n g  h i s  
i l l n e s s  p r ob l em s o l v e d  i s  most o f t e n  accompani ed  by a 
l a t e n t  goal  o f  h a v i n g  h i s  a n x i e t y  p r ob l em s o l v e d .
S i nce  he i s  not  compet ent  t o  j udge  the e x t e n t  t o  which  
the p h y s i c i a n ' s  t e c h n i c a l  a c t i v i t i e s  c o n t r i b u t e  t o  the  
a ch i e v em e nt  o f  h i s  m a n i f e s t  goal  ( " c o n t e n t  o f  
I n t e r a c t i o n " ) ,  the c r i t e r i a  he uses f o r  e v a l u a t i n g  the  
i n t e r a c t i o n  a r e  those  t h a t  r e l a t e  t o  the d e gr ee  o f  
em o t i o n a l  s u p p o r t  (mode)  t h a t  accompani es  the course  
o f  t r e a t m e n t . '  (Ben S i r a , 1 9 7 6 : 5 )
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I t  needs t o  be r e s t a t e d  t h a t  the  model  c l a i m s  above  
a l l  t o  e x p l a i n  the  p e r c e p t u a l  f a c t o r s  t h a t  e n t e r  i n t o  and 
i n f l u e n c e  p a t i e n t s '  Judgements  o f  the  v a l u e  and p o t e n t i a l  
e f f i c a c y  of  the m e d i c a l  t r e a t m e n t  t h a t  t h e y  r e c e i v e .
However  i t  has been a r g u e d  in d e t a i l  t h a t  the  s u p p o r t  f o r  
the  model  f rom the p a t t e r n  o f  c o r r e l a t i o n s  between  
q u e s t i o n n a i r e  i t e ms  in the STD c l i n i c  sample i s  weak  
i n d e e d .  The r e s u l t s  o f  the s a t i s f a c t i o n  q u e s t i o n n a i r e  a re  
s i m i l a r  t o  the v a s t  m a j o r i t y  o f  such s u r v e y s  o f  p a t i e n t s '  
v i e w s .  The k i n d  o f  raw f r e q u e n c i e s ,  c r o s s - t a b u l a t i o n s  and 
m u l t i p l e  r e g r e s s i o n s  n e c e s s a r y  t o  a ss e ss  Ben S i r a ' s  own 
s u r v e y  d a t a  a re  not  a v a i l a b l e ,  but  i t  i s  l i k e l y  t h a t ,  f o r  
e x a m p l e ,  the p o s i t i v e l y  skewed p a t t e r n  o f  r e s u l t s  a l s o  
o b t a i n  t h e r e .  I t  i s  a l s o  t h e r e f o r e  l i k e l y  t h a t  the  k i n d s  
o f  s i m p l e  f o u r  v a r i a b l e  m o d e l l i n g  used on the  STD c l i n i c  
d a t a  wou l d  produce s i m i l a r  r e s u l t s  in r e l a t i o n  t o  Ben 
S i r a ' s  omnibus sampl es  and p r o v i d e  l i t t l e  f o u n d a t i o n  f o r  
the  s t a t i s t i c a l  p r i m a c y  o f  a f f e c t i v e  i tems  in the  mo d e l .
I n s t e a d ,  such d a t a  as a re  p r oduced  f r om  
q u e s t i o n n a i r e  based s u r v e y s  s u p p o r t  the v i e w  t h a t  p a t i e n t s '  
p e r c e p t i o n s  o f  the a r t ,  t e c h n i c a l  q u a l i t y  and e f f i c a c y  o f  
c a r e  a re  g e n e r a l l y  p o s i t i v e  and hence d i f f i c u l t  t o  
d i s e n t a n g l e .  Which j u d g e men t s  are  c a u s a l l y  p r i o r  i s  a 
q u e s t i o n  i m p o s s i b l e  f o r  such d a t a  t o  a d d r e s s .  F u r t h e r m o r e  
t o  the  e x t e n t  t h a t  one can f i n d  v a r i a b i l i t y  in s a t i s f a c t i o n  
q u e s t i o n n a i r e  r e s u l t s  t h a t  i s  s i g n i f i c a n t l y  a s s o c i a t e d  w i t h  
o t h e r  p a t i e n t  v a r i a b l e s ,  i t  i s  o f t e n  the case t h a t  these  
l a t t e r  v a r i a b l e s  p roduce  s i m i l a r  v a r i a b i l i t y  in a l l  t h r e e  
d i m e n s i o n s  of  s a t i s f a c t i o n .  Such d i f f e r e n t  v a r i a b l e s  as
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e d u c a t i o n  and D i s e a s e  C o n v i c t i o n  a p p e a re d  t o  e x e r t  s i m i l a r  
t y p e s  and amounts o f  i n f l u e n c e  upon a l l  t h r e e  s a t i s f a c t i o n  
s c a l e s .  T h i s  s u r e l y  r e q u i r e s  t h a t  more a t t e n t i o n  be g i v e n  
t o  the background p a t i e n t  v a r i a b l e s  t h a t  can e x e r t  such 
c o n s i s t e n t  i n f l u e n c e  r a t h e r  than i s o l a t i n g  f o r  a n a l y s i s ,  
p a r t i c u l a r  i t ems o f  a s a t i s f a c t i o n  s c a l e  in r e l a t i o n  t o  one 
a n o t h e r .
The t h r u s t  o f  the  argument  has  been t h a t  g e n e r a l  
p ur pose  s u r v e y  d a t a  a r e  i l l  s u i t e d  t o  the e x p l o r a t i o n  o f  
t he  a f f e c t i v e  model  o f  p a t i e n t  s a t i s f a c t i o n  and f u r t h e r m o r e  
t h a t  the STD c l i n i c  s u r v e y  does not  s u p p o r t  the  p r i m a c y  o f  
a f f e c t i v e  j udge ment s  in d e t e r m i n i n g  s a t i s f a c t i o n .  However  
t he  model  i s  n e v e r t h e l e s s  a v i t a l  c o u n t e r b a l a n c e  t o  many 
t r e n d s  in p a t i e n t  s a t i s f a c t i o n  r e s e a r c h .  I t  has been 
a r g u e d  t h a t  t h e r e  i s  a ' c o g n i t i v i s t '  b i a s  in those  few  
s t u d i e s  whch have a t t e m p t e d  t o  use s o c i a l  s c i e n t i f i c  
c o n c e p t s  t o  e l u c i d a t e  the  ' f a c e s h e e t '  d a t a  o f  p a t i e n t  
s a t i s f a c t i o n  s u r v e y s .  Whether  the approach has been t h a t  
o f  r o l e  t h e o r y ,  e x p l a n a t o r y  models  a n a l y s i s  or  s y m b o l i c  
i n t e r a c t  ion ism, the f o c u s  of  most c o n c e p t u a l  f r a me w o r ks  has  
been upon r a t i o n a l  c o g n i t i v e  p r o c e s s e s  t h a t  i n f l u e n c e  
p a t i e n t  s a t i s f a c t i o n .  Such r e s e a r c h  has p r o v i d e d  
i n v a l u a b l e  i n s i g h t s  i n t o  the s u b t l e t i e s  and c o m p l e x i t i e s  o f  
many p a t i e n t s '  e x p e r i e n c e s .  However d i s t r e s s ,  e m o t i o n ,  
g o a l s  and concer ns  have been i g no r e d  in the p r o c e s s .  I t  
w ou l d  be wrong t o  d i s c a r d  such p r o c e s s e s  as p s y c h o l o g i s t i c  
or  r e l i a n t  upon p s y c h o p a t h o l o g i c a l  p r o c e s s e s  beyond the  
scope o f  s o c i o l o g y .  S o c i a l  f a c t o r s  p l a y  a c e n t r a l  r o l e  in 
the  a e t i o l o g y  of  d i s t r e s s  ( Brown and H a r r i s , 1 9 7 8 >  and in
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s h a p i n g  the  cour se  and c o n t e n t  o f  e mo t i o n s  <S c h a c t e r , 1 9 7 5 ) ,
and e n v i r o n m e n t a l  f a c t o r s  shape the c o g n i t i v e  a p p r a i s a l s
wh i ch  a re  the a n t e c e d e n t s  o f  e mot i on  ( L a z a r u s , 1 9 6 6 ) .  The
s o c i a l  i n v e s t i g a t i o n  o f  the e x p e r i e n c e  o f  i l l n e s s  and o f
h e l p  s e e k i n g  must  i n t e g r a t e  c o n c e p t s  such as d i s t r e s s  and
c o n ce r n  as w e l l  as h e a l t h  b e l i e f  and s i c k  r o l e .  Ben S i r a ' s
model  f i r m l y  and r e p e a t e d l y  r em i nd  us t h a t  i l l n e s s  has
m u l t i p l e  consequences;
' D i s e a s e  [ i s ] . ,  a s t a t e  o f  o f  p h y s i o l o g i c a l  
d i s t u r b a n c e  accompanied by a c e r t a i n  de g r ee  o f  a n x i e t y  
as a consequence o f  the p a t i e n t ' s  e v a l u a t i o n  o f  the  
me an i ng ,  s e r i o u s n e s s  and p o s s i b l e  outcome o f  the  
d i s t u r b a n c e . '  (Ben S i r a ; 1 9 8 0 : 1 7 1 )
and:
' I n  t u r n i n g  t o  a p h y s i c i a n ,  one t h e r e f o r e  has two 
g o a l s :  the s o l u t i o n  o f  an i l  ness  p r ob l em and the  
s o l u t i o n  o f  an a n x i e t y  p r o b l e m ,  both p r ob l ems  b e i n g  
i n t e r r e l a t e d  and hence r e q i r i n g  s i m u l t a n e o u s  
a t  t e n t  i o n . ' ( B e n  S i r a ; 1 9 8 0 : 1 7 6 )
I t  i s  not  s i m p l y  t h a t  emot i on  and d i s t r e s s  a r e  
i n t r i n s i c  t o  much i l l n e s s .  I t  i s  now c l e a r  t h a t  many o f  
the  r e s u l t s  o f  p a t i e n t  s a t i s f a c t i o n  s u r v e y s  a r e  i n f l u e n c e d  
by p a t i e n t s '  d i s t r e s s  c h a r a c t e r i s t i c s .  D e p r e s s i o n  was  
i n v e r s e l y  r e l a t e d  t o  s a t i s f a c t i o n  w i t h  t r e a t m e n t  in L i n n  
and G r e e n f i e l d ' s  ( 1 9 8 2 )  c h r o n i c a l l y  s i c k  p a t i e n t s .  More  
i n d i r e c t  i n d i c a t o r s  o f  and i n f l u e n c e s  upon p s y c h o l o g i c a l  
w e l l  b e i n g  such as l i f e  s t r e s s  ( P a t r i c k  e t  a l .  1983)  and  
s o c i a l  s u p p o r t  ( C a r m e l ,  1985)  have a l s o  been shown t o  e x e r t  
s i g n i f i c a n t  i n f l u e n c e  upon p a t i e n t  s a t i s f a c t i o n .
The d i f f e r e n t  pur poses  o f  p a t i e n t  s a t i s f a c t i o n  
r e s e a r c h  need t o  be k ep t  in mind in c o n s i d e r i n g  the STD 
c l i n i c  s u r v e y .  F i r s t l y ,  some o f  the  p r i m a r y  pur p o s e s  o f  
p a t i e n t  s a t i s f a c t i o n  e n q u i r i e s  in a d d r e s s i n g  p r a c t i c a l
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p r o b l e m s  In the p r o v i s i o n  o f  h e a l t h  s e r v i c e s ,  need t o  be 
c o n s i d e r e d .  The ' consumer  r e s p o n s e '  t o  the STD c l i n i c  in 
so f a r  as i t  i s  r e f l e c t e d  in the s i m p l e  t o  a d m i n i s t e r  s e l f  
c o m p l e t e d  q u e s t i o n n a i r e  employed in t h i s  s t u d y  was v e r y  
f a v o u r a b l e ,  e s p e c i a l l y  b e a r i n g  in mind the  young,  w e l l  
e d u c a t e d  c h a r a c t e r i s t i c s  o f  the  c l i n i c  p o p u l a t i o n .  Such 
c l i n i c s  a r e  b u s y ,  deal  w i t h  p o t e n t i a l l y  s t i g m a t i s i n g  
p r o b l e m s  and i n v o l v e  forms o f  t r e a t m e n t  in wh i ch  ' w h o l e  
p e r s o n '  m e d i c i n e  may not  a p pear  e s s e n t i a l  or  be p r a c t i c a l l y  
f e a s i b l e .  They  have many of  the c h a r a c t e r i s t i c s  o f  
' b u r e a u c r a t i c  m e d i c i n e '  ( S t r o n g , 1 9 7 9 ) .  I t  i s  i n t e r e s t i n g  
t h e r e f o r e  t h a t  on q u e s t i o n n a i r e  i t ems r e g a r d i n g  r e s p e c t ,  
c o u r t e s y  and p r i v a c y ,  the v a s t  m a j o r i t y  o f  p a t i e n t s  
r esp o n d ed  p o s i t i v e l y .  Both p a t i e n t  and o r g a n i s a t i o n a l  
c h a r a c t e r i s t i c s  a re  such t h a t  h i g h e r  l e v e l s  o f  
d i s s a t i s f a c t i o n  m i gh t  have been e x p e c t e d .  I n s t e a d  a 
m a j o r i t y  o f  p a t i e n t s  were  s a t i s f i e d  on e v e r y  i t e m .
P a t i e n t  s a t i s f a c t i o n  has been an e x t r e m e l y  u s e f u l  
c on c e p t  in c l i n i c a l  a r t  o f  c a r e  r e s e a r c h ,  in wh i ch  i t  
a s s i s t s  in i d e n t i f y i n g  p r ob l ems  or  l i m i t a t i o n s  in the  
p s y c h o s o c i a l  d i men s i on  o f  c l i n i c a l  m e d i c i n e .  The STD 
c l i n i c  s u r v e y  c o n f i r m e d  the i n i t i a l  h y p o t h e s i s ,  based on 
s p e c u l a t i o n  f r om p s y c h i a t r i c  r e f e r r a l s  a l o n e  ( F r o s t , 1 9 8 5 ) ,  
t h a t  t h e r e  may be a s i g n i f i c a n t  syndrome o f  s o m at i c  concern  
and d i s s a t i s f a c t i o n  w i t h  m e d i c a l  c a r e  in such c l i n i c s .
Such p a t i e n t s  r e p r e s e n t  a c o n s i d e r a b l e  p r o b l em o f  
management  f o r  c l i n i c a l  s t a f f  ( O a t e s  and Gomez , 1984;
A p p l e b y , 1 9 8 7 ) .  R e l a t i v e l y  s i m p l e  i n s t r u m e n t s  were used to  
i d e n t i f y  p a t t e r n s  o f  d i s t r e s s  and d i s s a t i s f a c t i o n .
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I n s t r u m e n t s  such as the IBQ a r e  d e ve l o p e d  as a d j u n c t s  t o  
the  c l i n i c i a n  t o  a l e r t  him or  her  to  p a t i e n t s  w i t h  unusual  
d i s t r e s s  in r e l a t i o n  t o  symptoms ( P i l o w s k y  and S p e n c e , 1983 )  
and the  s a t i s f a c t i o n  q u e s t i o n n a i r e  p r oved  u s e f u l  in 
s u p p o r t i n g  g e ne r a l  i d e a s  about  p a t i e n t s  unhappy w i t h  the  
c l i n i c  and more s p e c i f i c  h y po t h e s e s  such as t h a t  o f  
P i l o w s k y  and Spence t h a t  a h i gh  score  on one f a c t o r  in  
p a r t i c u l a r  -  D i sea s e  C o n v i c t i o n  - i s  p r e d i c t i v e  o f  poor  
r e sp o n s e  t o  r o u t i n e  r e a s s u r a n c e  and management .  On the  
o t h e r  hand a l e s s  p s y c h i a t r i c  i n t e r p r e t a t i o n  was p o s t u l a t e d  
f o r  t hese  r e s u l t s .  Much o f  the d i s s a t i s f a c t i o n  a p p e a r e d  t o  
a r i s e  f rom p a t i e n t s  who may have e x p e r i e n c e d  c h r o n i c  
r e c u r r e n t  p r ob l ems  whi ch  caused u n d e r s t a n d a b l e  d i s t r e s s  and  
t o  wh i ch  the  c l i n i c  may have f a i l e d  t o  c o n t r i b u t e  a n y t h i n g  
o f  b e n e f i t .  F u r t h e r  e l u c i d a t i o n  woul d  r e q u i r e  the  more  
d e t a i l e d  s t y l e  o f  i n v e s t i g a t i o n  used in the n e u r o l o g y  
cl  i n i c .
A n o t h e r  f u n c t i o n  o f  s a t i s f a c t i o n  i s  as an outcome  
v a r i a b l e  in the e v a l u a t i o n  o f  h e a l t h  s e r v i c e s .  T h i s  
f u n c t i o n  i s  p r o b l e m a t i c  g i v e n  the s t r o n g  i n f l u e n c e s  e x e r t e d  
upon q u e s t i o n n a i r e  r e s u l t s  by s o c i a l  v a l u e s  h e l d  by  
d i f f e r e n t  demographic  g r oups  such as the young ccxnpared 
w i t h  the o l d  and the e d u c a t e d  and l e s s  e d u c a t e d .  For  
s a t i s f a c t i o n  q u e s t i o n n a i r e s  t o  be i n f o r m a t i v e  about  the  
v a l u e  or  q u a l i t y  o f  s e r v i c e s  such ' e x t r a n e o u s '  i n f l u e n c e s  
need t o  be c o n t r o l l e d  f o r .  I t  would  appear  f r om the work  
o f  Ben S i r a  and r e s u l t s  p r e s e n t e d  here  t h a t  d i s t r e s s  i s  
a n o t h e r  i n f l u e n c e  t h a t  needs t o  be c a r e f u l l y  c o n s i d e r e d  in 
the  d e s i g n  and a n a l y s i s  o f  e v a l u a t i o n  r e s e a r c h .  In  t h i s
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c l i n i c  p o p u l a t i o n  a t  l e a s t ,  such f a c t o r s  e x p l a i n  as much 
v a r i a n c e  in s a t i s f a c t i o n  as the s o c i a l  and demograph ic  
v a r i a b l e s  n o r m a l l y  used t o  e x p l a i n  r e s u l t s .
L a s t l y  one may c o n s i d e r  the purpose o f  s a t i s f a c t i o n  
r e s e a r c h  in the d e ve l o p me n t  o f  more b a s i c  s o c i a l  s c i e n t i f i c  
knowledge  about  i l l n e s s  b e h a v i o u r  and h e l p  s e e k i n g .  The  
m e r i t  o f  Ben S i r a ' s  model  i s  i t s  r e l a t i v e  c l a r i t y  and  
c o mpr ehens i ve  n a t u r e .  Much o f  the model  does not  a pp e a r  t o  
a p p l y  t o  the p a r t i c u l a r  c l i n i c  i n v e s t i g a t e d .  In  o t h e r  
h e a l t h  c ar e  c o n t e x t s ,  i t  may p r o v i d e  a u s e f u l  f r a mewo r k  f o r  
e x p l a i n i n g  v a r i a t i o n  in p a t i e n t s '  r e sp o n s e s  t o  t r e a t m e n t .  
Enough has been s a i d  in t he s e  c h a p t e r s  t o  i n d i c a t e  t h a t  i f  
t he  a p p l i c a b i l i t y  o f  the  model  i s  t o  be t e s t e d  in o t h e r  
s e t t i n g s  -  f o r  e x a m p l e ,  i n p a t i e n t  c a r e  -  or  f o r  o t h e r  
h e a l t h  pr ob l ems  -  w h e t h e r  more l i f e  t h r e a t e n i n g  or  more  
a c u t e  -  then c o n s i d e r a b l y  more m e t h o d o l o g i c a l  c a r e  needs  t o  
be g i v e n  t o  the s t u d y  than was p e r m i t t e d  in the  s u r v e y s  
w i t h  whi ch  Ben S i r a  d e v e l o p e d  our a p p r e c i a t i o n  o f  the  r o l e  
o f  a f f e c t i v e  f a c t o r s .
The model h a s ,  above a l l ,  a number o f  m a j o r  
l i m i t a t i o n s  in i t s  c e n t r a l  a m b i t i o n s ,  namely  t o  d e l i n e a t e  
t he  p r o c e s s e s  i n v o l v e d  in p a t i e n t s '  j u d g e men t s  and 
ass essment s  o f  t h e i r  h e a l t h  c a r e .  T h e r e  a r e  scxne s p e c i f i c  
ways In which one c o u l d  t r y  t o  i d e n t i f y  more c l e a r l y  such  
p r o c e s s e s  g i v en  the c o n c l u s i o n  t h a t  t h i s  a s p e c t  o f  the  
e x p e r i e n c e  of  i l l n e s s  r e m a i n s  s omet h ing  o f  an enigma as  
exami ned  by the s u r v e y  met hod ,  d e s p i t e  the a m b i t i o n s  f o r  
the  a f f e c t i v e  mo d e l .  To e l u c i d a t e  the  j u d g e men t a l
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p r o c e s s e s  in te rms  o f  wh i ch  p a t i e n t s  r espond t o  t h e i r  
m e d i c a l  t r e a t m e n t ,  a method o f  e n q u i r y  can be used wh i ch  
f a c i l i t a t e s  p a t i e n t s  in d e s c r i b i n g  t h e i r  e v a l u a t i o n s  o f  
h e a l t h  c a r e  in t h e i r  own t e r m s .  T h i s  pr oved  v a l u a b l e  in  
the  n e u r o l o g i c a l  c l i n i c  s t u d y ,  in w h i c h ,  by p a y i n g  
a t t e n t i o n  t o  o v e r a l l  j ud g e me n t s  o f  the v a l u e  o f  t he  c l i n i c  
v i s i t  as w e l l  as a t t i t u d i n a l  s t a t e m e n t s  about  s a t i s f a c t i o n ,  
i t  was p o s s i b l e  t o  b u i l d  up a v i e w ,  f rom the p a t i e n t ' s  
p e r s p e c t i v e ,  o f  the  d i f f e r e n t  f u n c t i o n s  o f  the  c l i n i c  and  
the  ' s u c c e s s e s '  and ' f a i l u r e s '  o f  the n e u r o l o g i c a l  
management  o f  h e a d a c h e .  T h e r e  seemed t o  be l i t t l e  r e a s on  
t o  t h i n k  t h a t  p a t i e n t s '  v i e w s  had been d e t e r m i n e d  by a 
n a r r o w  range o f  a f f e c t i v e  f a c t o r s  in the n e u r o l o g i c a l  
c l i n i c  s t u d y  and p a t i e n t s '  v i e ws  were  an i n v a l u a b l e  
c o n t r i b u t i o n  in the  p r o c e s s  o f  e v a l u a t i n g  h e a l t h  c a r e  in 
t h i s  a r e a .  In t h i s  s e c t i o n  o f  the t h e s i s  Ben S i r a ' s  model  
has been more d i r e c t l y  exami ned and l i t t l e  s u p p o r t  c o u l d  be 
f o u n d  f o r  a model  t h a t  so n a r r o w l y  c i r c u m s c r i b e s  the  
p a t i e n t ' s  c a p a c i t i e s  t o  c o n t r i b u t e  t o  the e v a l u a t i o n  o f  the  
h e a l t h  care  he or  she r e c e i v e s .  However t h e r e  a r e  v a l u a b l e  
i n s i g h t s  g a i n e d  by work  such as Ben S i r a ' s  t h a t  need t o  be 
r e t a i n e d  and b u i l t  upon.  In p a r t i c u l a r  the STD s t u d y  has  
s u p p o r t e d  the br oad  p r i n c i p l e  t h a t  i t  i s  n e c e s s a r y  t o  f o c u s  
upon how p a t i e n t s  e v a l u a t e  h e a l t h  c a r e  In te rms  o f  t h e i r  
g o a l s ,  concer ns  and f e a r s  in r e l a t i o n  t o  t h e i r  h e a l t h  
p r o b l e m s .  P a t i e n t s '  e v a l u a t i o n s  o f  med i ca l  t r e a t m e n t  need  
t o  be more c l o s e l y  a r t i c u l a t e d  w i t h  t h e i r  p e r c e p t i o n s  o f  
t h e i r  h e a l t h  p r o b l e m s .
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CHAPTER 9 ,  A DISCUSSION OF RESULTS AND AN ASSESSMENT OF THE 
SCOPE OF PATIENT SATISFACTION RESEARCH
D i s c u s s i o n  and concern  about  p a t i e n t  s a t i s f a c t i o n  
c o n t i n u e s  t o  i n c r e a s e ,  in h e a l t h  p o l i c y  and management ,  as  
w e l l  as in c l i n i c a l  c o n t e x t s .  The s a t i s f a c t i o n  o f  the  
p a t i e n t  a p p e a rs  t o  p r o v i d e  a goal  or  outcome t owa r ds  the  
a c h i e v em e n t  o f  wh i ch  a l l  l e v e l s  o f  h e a l t h  s e r v i c e s  s ho u l d  
be d i r e c t e d .  W h i l s t  c l e a r ,  p r a c t i c a l  and c o n v i n c i n g  
measur es  o f  outcomes in h e a l t h  c ar e  r emai n  a d i s t a n t  
p r o s p e c t  and o f t e n  a p u r e l y  r h e t o r i c a l  d e v i c e ,  p a t i e n t  
s a t i s f a c t i o n  a p p e a r s  t o  be a t a n g i b l e ,  w o r t h w h i l e  and 
f e a s i b l e  o b j e c t i v e  f o r  more p r a g m a t i c a l l y  i n c l i n e d  a n a l y s t s  
o f  h e a l t h  s e r v i c e s .  The need f o r  a s h i f t  o f  emphas i s  f r om  
the p r o v i d e r ' s  and the p r o f e s s i o n a l ' s  i n t e r e s t s  t o  t h a t  of  
the r e c i p i e n t  or  p o t e n t i a l  r e c i p i e n t  i s  one o f  the  most  
w i d e l y  v o i c e d  and u n i v e r s a l l y  acceded s o c i a l  p o l i c y  
nos t r ums  o f  r e c e n t  t i m e s .  In  h e a l t h  p o l i c y  in B r i t a i n ,  the  
consumer began most  e x p l i c i t l y  to emerge as a f o c u s  w i t h  
the d e b a t e s  s u r r o u n d i n g  the 1974 r e o r g a n i s a t i o n  o f  the NHS 
and w i t h  the a p p a r e n t  i n s t i t u t i o n a l i a t i o n  o f  the c o n s u me r ' s  
v o i c e  in the Communi ty H e a l t h  C o u n c i l .  S u b s e q u e n t l y  
P a r l i a m e n t ,  t h r ough a s e l e c t  c o m m i t t e e ,  s p e c i f i c a l l y  
d i r e c t e d  the DHSS as a most u r g e n t  p r i o r i t y  t o  d i r e c t  i t s  
a t t e n t i o n  to  measures  o f  p a t i e n t  s a t i s f a c t i o n  ( E x p e n d i t u r e  
Commit t e e , 1 9 7 8 ) .  The G r i f f i t h s  Re por t  ( 1 9 8 3 )  most
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e x p l i c i t l y  and most  c o g e n t l y  c r i t i c i z e d  h e a l t h  a u t h o r i t i e s  
f o r  t h e i r  i n s e n s i t i v i t y  to  the consumer o f  h e a l t h  s e r v i c e s  
and was s w i f t l y  f o l l o w e d  by a p p o i n t m e n t s  by h e a l t h  
a u t h o r i t i e s  o f  s e n i o r  p o s t s  whose f u n c t i o n  was t o  remedy  
such d e f i c i e n c i e s .  P r i v a t e  s e c t o r  c o n s u l t a n t s ,  who were  
i n c r e a s i n g l y  used in the NHS in the 198 0 s ,  a l s o  a d v o c a t e d  
t h a t  h e a l t h  a u t h o r i t i e s  s ho u l d  o b t a i n  consu mer s '  v i e w s  
( Po l  1 i t t , 1 9 8 7 ) .
However t h e r e  i s  a n o t h e r  s i d e  t o  such d e v e l o p m e n t s ,  
whi ch  may be i n t e r p r e t e d  as w i d e s p r e a d  unease a bout  the  
r e a l  i mpor t ance  o f  p a t i e n t  s a t i s f a c t i o n .  H e a l t h  
a u t h o r i t i e s  a r e  s u s p e c t e d  o f  making p u r e l y  s y m b o l i c  
a p p o i n t m e n t s  in t h i s  a r e a ,  w i t h  a v i e w  t o  be seen as ' d o i n g  
s o m e t h i n g '  in the  absence o f  any c l e a r  c o n v i c t i o n  o f  the  
v a l u e  o f  the c o n s u m e r ' s  v i e w s .  C l i n i c i a n s  l a r g e l y  c o n t i n u e  
t o  i gn o r e  the r e l e v a n c e  of  p a t i e n t  s a t i s f a c t i o n  and the  
s u r v e y s  o f  p a t i e n t s '  v i e ws  t h a t  a r e  now more f r e q u e n t l y  
c o n d u c t e d  can n o r m a l l y  be e x p e c t e d  t o  produce  tame,  
u n c h a l 1 e ng i ng  r e s u l t s  t h a t  r e a s s u r e  the sponsor  a t  the same 
t i me  as p r o m o t i n g  d o u b t s  about  the v a l u e  o f  s i m i l a r  
e x e r c i s e s  b e i n g  r e p e a t e d .
The r o l e  o f  the s o c i a l  s c i e n c e s  in B r i t a i n  in these  
d e v e l o p m e n t s  has been c u r i o u s .  Wi t h  a few n o t a b l e  
e x c e p t i o n s  ( C a r t w r i g h t ,  1967;  C a r t w r i g h t  and A n d e r s o n ,
1 981 ;  A r b e r  and S a w y e r , 1979;  J e f f e r y s  and S a c h s , 1 9 8 3 ) ,  
s o c i o l o g i s t s  have c on d u c t e d  few s u b s t a n t i a l  i n v e s t i g a t i o n s  
i n t o  p a t i e n t  s a t i s f a c t i o n ,  c e r t a i n l y  compared w i t h  the  
volume of  r e s e a r c h  a c t i v i t y  in the U n i t e d  S t a t e s .  S t i l l
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l e s s  have B r i t i s h  s o c i o l o g i s t s  engaged in e n q u i r y  as t o  the
p r o c e s s e s  u n d e r l y i n g  consumers '  r e spons e s  t o  h e a l t h  c a r e ,
a p a r t  f rom some i s o l a t e d  but  i m p o r t a n t  c o n t r i b u t i o n s
( L o c k e r  and D u n t , 1 9 7 8 ;  S t imson and Webb, 1 9 7 5 ) .  The
r e a s o n s  f o r  t h i s  d i s i n t e r e s t  a r e  v a r i e d .  Johnson ( 1 9 7 7 )
v i e w s  p a t i e n t  s a t i s f a c t i o n  s u r v e y s  as i n h e r e n t l y  e r r o n e o u s
and as p r e s e n t i n g  a s y s t e m a t i c a l l y  f a l s e  image o f  the
s a t i s f i e d  p a t i e n t .  S m a l l e r ,  more q u a l i t a t i v e  s t u d i e s  more
a c c u r a t e l y  p i c k  up the  d i f f e r e n c e s  and c o n f l i c t  t h a t  may
e x i s t  between the d o c t o r  and the p a t i e n t :
' E v i d e n c e  f r om me d i c a l  s o c i o l o g i c a l  s t u d i e s  i s  
t a n t a l i s i n g l y  c o n f l i c t i n g .  Large s c a l e  s u r v e y s  a r e  
a l mos t  unanimous in t e l l i n g  us t h a t  p a t i e n t  
s a t i s f a c t i o n  w i t h  d o c t o r s  i s  v e r y  h i g h .  S m a l l e r  s c a l e  
s t u d i e s  a re  e q u a l l y  in agreement  t h a t  d o c t o r  -  p a t i e n t  
i n t e r a c t i o n s  a re  p r o b l e m a t i c  and c o n f l i c t  r i d d e n . '
( Johnson , 1 9 7 7 , 6 2 )
Large s c a l e  s u r v e y s  a r e  seen as p r o d u c i n g  
m i s l e a d i n g l y  p o s i t i v e  r e s u l t s .  Ot her  s o c i o l o g i s t s  have  
f o u n d  t h i s  a r e a  w a n t i n g  because the p i c t u r e  o f  the  p a t i e n t  
i s  t oo  s t a t i c  and d e v o i d  o f  meaning ( D a v i s  and  
H o r o b i n , 1 9 7 7 ) .  For  Mauksch ( 1 9 7 2 )  s a t i s f a c t i o n  s u r v e y s  a r e  
f u n d a m e n t a l l y  f l a w e d  because the r esp o n d en t  i s  above a l l  
c o n c e rn e d  w i t h  a c c e p t a b l e  s e l f  p r e s e n t a t i o n  t o  the  
i n t e r v i e w e r  r a t h e r  than t o  r e p o r t  v iews  and f e e l i n g s .  As  
we have seen ,  those s o c i o l o g i s t s  who a t t e m p t e d  t o  examine  
s a t i s f a c t i o n  in r e l a t i o n  t o  g e n e r a l  p r a c t i c e  ( S t i m s o n  and  
W e b b , 1975)  u l t i m a t e l y  d e s p a i r e d  o f  a s s e s s i n g  in any  
s y s t e m a t i c  f a s h i o n  the co n ce p t  o f  s a t i s f a c t i o n  because  o f  
the  i n h e r e n t  c o m p l e x i t y  and f l u i d i t y  of  p a t i e n t s '  v i e w s .
To some c r i t i c s ,  s a t i s f a c t i o n  may be e n t i r e l y  a c r e a t i o n  o f  
the  a c t  of  a s k i n g  q u e s t i o n s  ( L e v e n t h a l ,  e t  a l . ,  1 9 8 5 : 4 1 7 ) .  
The l a c k  of  i n vo l v e me n t  o f  me d i c a l  s o c i o l o g i s t s  in t h i s
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a r e a  may even r e f l e c t  a more w i d e s p r e a d  d i s t r u s t  t h a t  Marsh  
s u g g e s t s  may e x i s t  in B r i t i s h  s o c i o l o g y  f o r  t he  s u r v e y  as  
' a f o r e i g n  c u l t u r a l  p r o d u c t '  ( M a r s h ,  1 9 8 2 : 4 7 ) .  The o p i n i o n  
s u r v e y  may a l s o  be a s s o c i a t e d  w i t h  i n t e l l e c t u a l l y  
u n c h a l 1 eng! ng  and m e ch a n i ca l  r e s e a r c h  (de V a u s , 1 9 8 6 : 8 ) .
For  w h a t e v e r  r e a s o n s ,  s o c i o l o g y  has not  
s u b s t a n t i a l l y  p a r t i c i p a t e d  in c o n c e p t u a l  e n q u i r y  i n t o  the  
p r o c e s s e s  whereby  p a t i e n t s  j u d g e  t h e i r  h e a l t h  c a r e ,  l e t  
a l o n e  engage in s e r i o u s  d e ba t e  about  the m e r i t s  o f  
s y s t e m a t i c  i n v e s t i g a t i o n  o f  the  s u b j e c t .  Somet h i ng  o f  a 
g u l f  has grown between the enormous volume o f  s a t i s f a c t i o n  
s u r v e y  work in h e a l t h  s e r i c e s  and the d i s d a i n  f o r  such work  
in academic  s o c i o l o g y .  The danger  o f  t h i s  g u l f  I s  t h a t  a 
f a l s e  i mpr ess i on  i s  conveyed -  t h a t  the i n t e l l e c t u a l  i s s u e s  
in p a t i e n t  s a t i s f a c t i o n  have been r e s o l v e d .  I n  f a c t  the  
s t a r t i n g  p o i n t  o f  t h i s  t h e s i s  was t h a t  the v a l u e  o f  p a t i e n t  
s a t i s f a c t i o n  r e s e a r c h  i s  s t i l l  q u i t e  u n r e s o l v e d .  How much 
may be l e a r n e d  f rom s y s t e m a t i c  e n q u i r y  i n t o  p a t i e n t s '  v i e w s  
o f  t h e i r  h e a l t h  c a r e  i s  q u i t e  u n c l e a r .  The b r o a d  and  
u n r e s o l v e d  i s s ue s  t o  whi ch  t h i s  t h e s i s  i s  i n t e n d e d  t o  be a 
c o n t r i b u t i o n  concer n  the v a l u e  and scope o f  p a t i e n t  
s a t i s f a c t i o n  r e s e a r c h .  The r e m a i n i n g  d i s c u s s i o n  in t h i s  
t h e s i s  a t t e m p t s  to  a dd r e s s  t he s e  i ssues  by e x a m i n i n g  the  
r e s u l t s  and i m p l i c a t i o n s  o f  the  two s u r v e y s ,  c a r r i e d  out  
w i t h  q u i t e  d i f f e r e n t  r e s e a r c h  m e t h o d o l o g i e s ,  wh i ch  have  
f o r me d  the f o c u s  of  t h i s  t h e s i s .  Q u e s t i o n s  about  the scope  
and v a l u e  o f  p a t i e n t  s a t i s f a c t i o n  r e s e a r c h  o f t e n  t u r n  upon 
u n c e r t a i n t i e s  about  how p a t i e n t s  e v a l u a t e  t h e i r  h e a l t h  
c a r e  .
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The p r o c e s s  of  e v a l u a t i n g  and r e s p o n d i n g  t o  h e a l t h  c a r e
F i r s t l y ,  the two s t u d i e s  may be c o n s i d e r e d  in t e rms  
o f  the  l i g h t  t h e y  throw on the  p r o c e s s  whereby  p a t i e n t s  
e v a l u a t e  t h e i r  h e a l t h  c a r e .  I n  t h i s  c o n t e x t  i t  must  be 
u n d e r l i n e d  t h a t  the e x p e r i e n c e  o f  o u t p a t i e n t  m e d i ca l  c a r e  
may have un i que  f e a t u r e s ,  so t h a t  one may not  be a b l e  t o  
g e n e r a l i s e  f rom these  r e s u l t s  t o  o t h e r  med i ca l  c o n t e x t s .  
T h u s ,  p a t i e n t s  o f t e n  have no p r i o r  e x p e r i e n c e  o f  the  
p a r t i c u l a r  d o c t o r  t he y  a r e  c o n s u l t i n g  and,  compared w i t h  
p r i m a r y  c a r e ,  have l i t t l e  o p p o r t u n i t y  to  d e v e l o p  s t a b l e  
e x p e c t a t i o n s  o f  the d o c t o r  on the  b a s i s  o f  p r i o r  
e x p e r i e n c e ,  of  the k i n d  d e s c r i b e d  by St imson and Webb 
< 1 9 7 5 ) .  M o r e o v e r ,  even compared w i t h  i n p a t i e n t  t r e a t m e n t ,  
the  p a t i e n t  in c l i n i c  s e t t i n g s  o f t e n  has o n l y  b r i e f  c o n t a c t  
w i t h  the d o c t o r  on the b a s i s  o f  which  to  form j u d g e m e n t s .
I t  may be t h a t  a w i d e r  r ange  o f  e x p e r i e n c e s  become 
i m p o r t a n t  in e v a l u a t i n g  i n p a t i e n t  c a r e ,  s i m p l y  because one 
i s  t o t a l l y  immersed in the h o s p i t a l  e n v i r o n m e nt  f o r  the  
d u r a t i o n  o f  s t a y .  Thus a g e n e r a l  c a v e a t  needs t o  be 
e x p r e s s e d  a t  t h i s  p o i n t  a g a i n s t  i n c a u t i o u s  g e n e r a l i s a t i o n  
f r om o u t p a t i e n t  med i ca l  c a r e .
N e v e r t h e l e s s ,  even w i t h  r e g a r d  to such u n f a m i l i a r  
f o r ms  o f  med i ca l  c a r e ,  and w i t h  such min i mal  t r e a t m e n t  as  
bot h  c l i n i c s  i n v o l v e d ,  i t  i s  a p p a r e n t  how comp 1 ex were  
p a t i e n t s '  j ud g e me n t s ,  e s p e c i a l l y  in the f i r s t  s t u d y  where  
p a t i e n t s '  r e a s o n i n g  about  t h e i r  j udgement s  w e r e ,  whenever  
p o s s i b l e ,  e l i c i t e d .  P a t i e n t s  made q u i t e  c o m p l i c a t e d  and
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d i f f e r e n t i a t e d  j udgement s  about  t h e i r  t r e a t m e n t ,  f o r  
exampl e  o b s e r v i n g  how r e a s s u r i n g  the manner o f  a d o c t o r  was  
a t  the  same t ime as c r i t i c i z i n g  h i s  p e r e m p t o r y  s t y l e  o f  
h i s t o r y  t a k i n g .  C o n t r a r y  t o  the v i e w s  o f  Ben S i r a  and 
o t h e r s ,  the s t u d y  o f  n e u r o l o g y  p a t i e n t s  s u gg e s t e d  t h a t ,  f a r  
f r o m b e i n g  c o n f i n e d  in t h e i r  o b s e r v a t i o n s  t o  a n a r r ow r ange  
o f  a f f e c t i v e  and s u p p o r t i v e  a s p e c t s  o f  b e h a v i o u r ,  t h e y  
p e r c e i v e d  and e v a l u a t e d  a wi de  d i v e r s i t y  o f  a c t i o n s  on the  
p a r t  o f  the  d o c t o r .  Thus t h e r e  was no e v i d e n c e  o f  the  
' h a l o '  e f f e c t s  common 1 y thoug ht  t o  govern  p a t i e n t s '  
j u d g e m e n t s ,  whereby  p o s i t i v e  j ud g e me n t s  o f  one d i men s i on  o f  
t r e a t m e n t  i n f l u e n c e d  o t h e r  p e r c e p t i o n s .  Judgements were  
di  f f e r e n t i a t e d .
These j udgement s  i n c l u d e d  o b s e r v a t i o n s  about  the  
more t e c h n i c a l  a s p e c t s  of  t h e i r  c o n s u l t a t i o n s ,  c o n t r a r y  t o  
t he  w i d e l y  h e l d  v i e w ,  d i s c u s s e d  in c h a p t e r  one t h a t  
p a t i e n t s  a re  l e s s  concerned  w i t h  the  t e c h n i c a l  a s p e c t s  o f  
t h e i r  c a r e  ( P o p e , 1 9 7 8 : 2 9 3 ;  G r a y , 1 9 8 0 : 6 5 ) .  P a t i e n t s  r e a d i l y  
r e a c h e d  e v a l u a t i o n s  o f  such a p p a r e n t l y  t e c h n i c a l  i s s ue s  as  
t he  r a nge  o f  me d i c a l  f a c t o r s  c o v e r e d  by the d o c t o r  in h i s  
h i s t o r y  t a k i n g  and the a p p r o p r i a t e n e s s  o f  h i s  t r e a t m e n t  
d e c i s i o n s .  The n e u r o l o g y  c l i n i c  s t u d y  in p a r t i c u l a r  
p r o v i d e d  no s u p p o r t  f o r  the v ie w t h a t  p a t i e n t s  a re  q u i t e  
u n a b l e  t o  p e r c e i v e  or  e v a l u a t e  t e c h n i c a l  a s p e c t s  o f  t h e i r  
m e d i c a l  c a r e .  The c r i t e r i a  used may not  be those d e r i v i n g  
f r om the  s p e c i a l i s e d  body o f  knowledge which  the p r o f e s s i o n  
o f  m e d i c i n e  uses ;  p a t i e n t s  t ended  t o  use common sense  
c o n s t r u c t s  such as the ' d e p t h '  or  the  l e n g t h  o f  t ime s pent  
on the h i s t o r y  t o  j udge  the t e c h n i c a l  q u a l i t y  o f  t h e i r
Page 367
c a r e .  For  Ben S i r a ,  the r e l i a n c e  o f  the p a t i e n t  upon 
a f f e c t i v e  c r i t e r i a  i s  a n e c e s s i t y  because o f  the p a t i e n t ' s  
i ncompet ence  t o  j udge  a b r o a d e r  range  o f  more t e c h n i c a l  
a s p e c t s  o f  h i s  or  her  c a r e .  However t h i s  i s  t o  i gnor e  the  
p o s s i b i l i t y ,  i d e n t i f i e d  some t ime ago by F r e i d s o n  ( 1 9 6 1 ) ,  
t h a t  in d e c i d i n g  t h e i r  s a t i s f a c t i o n  w i t h  c a r e ,  p a t i e n t s  may 
s t i l l  make j u d g e men t s  o f  the d o c t o r ' s  i n t e r e s t  and 
compet ence  as a p p l i e d  to  t h e i r  case . P a t i e n t s  do c r e d i t
d o c t o r s  w i t h  a b a s i c  l e v e l  o f  t e c h n i c a l  p r o f i c i e n c y
( F r e i d s o n ,  1 9 6 1 : 5 3 ;  P o p e , 1 9 7 8 : 2 9 3 ;  Segal  1 and 
B u r n e t t , 1 9 8 0 : 2 7 7 )  but  may s t i l l  seek e v i d e n c e  o f  i t s  
a p p l i c a t i o n  t o  t h e i r  p e r s o n a l  p r o b l e m s .  P e r c e p t i o n s  o f  the
a p p l i c a t i o n  o f  competence and t e c h n i c a l  p r o f i c i e n c y  i n v o l v e
p a t i e n t s  in a t t e n d i n g  t o  and j u d g i n g  a wi de  d i v e r s i t y  of  
t e c h n i c a l  and a f f e c t i v e  a s p e c t s  o f  the  d o c t o r s '  a c t i o n s .  
The p a t i e n t s  t h a t  F r e i d s o n  i n t e r v i e w e d  and on the b a s i s  o f  
whi ch  he a rg u e d  t h a t  competence and i n t e r e s t  a re  
i n s e p a r a b l e  c o n c e r n s  t o  the p a t i e n t ,  r e s e m b l e d  those  
p a t i e n t s  in the n e u r o l o g y  s t u d y  who were  p a r t i c u l a r l y  
c on c e r n e d  by p e r f u n c t o r y  h i s t o r y  t a k i n g  as e v i d e n c e  t h a t  
the  d o c t o r  was not  g e t t i n g  t o  the h e a r t  or  essence o f  t h e i r  
p r o b l e m .
N e i t h e r  s t u d y  p r o v i d e s  any s u p p o r t  f o r  the v i ew  
t aken  by Ben S i r a  t h a t  p e r c e p t i o n s  o f  a f f e c t i v e  a s p e c t s  o f  
the  d o c t o r ' s  a c t i o n s  have p r i ma c y  in d e t e r m i n i n g  
s a t i s f a c t i o n .  A l t h o u g h  Ben S i r a  i s  r i g h t  t o  t ake  the v ie w  
t h a t  a c t u a l  l e v e l s  o f  t e c h n i c a l  p r o f i c i e n c y  ( i f  such a 
phenomenon c o u l d  a c t u a l l y  be measur ed)  a re  u n l i k e l y  to  be 
the  d e t e r m i n a n t  o f  s a t i s f a c t i o n ,  t h a t  i s  not  a b a s i s  f o r
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a l s o  m a i n t a i n i n g  t h a t  p e r c e p t i o n s  o f  competence -  
e s p e c i a l l y  the  a p p l i c a t i o n  of  competence -  a l s o  p l a y  no 
r o l e  in p a t i e n t s '  j u dg e me n t s ,  and l e s s  s t i l l  i s  i t  good 
gr ounds  f o r  a s s i g n i n g  causa l  i n f l u e n c e  t o  p e r c e p t i o n s  o f  
a f f e c t i v e  b e h a v i o u r  a l o n e .  A p p r o p r i a t e  m u l t i v a r i a t e  
a n a l y s e s  o f  the  STD c l i n i c  s ur v e y  and q u a l i t a t i v e  e v i d e n c e  
f r om the  n e u r o l o g y  c l i n i c  both p o i n t  t o  the  p r o b a b i l i t y  
t h a t  complex j ud g e me n t s  in r e l a t i o n  t o  t e c h n i c a l  and 
a f f e c t i v e  a c t i o n s  o f  the d o c t o r  a r e  i m p o r t a n t  to the  
p a t i e n t .
M o r e o v er  Ben S i r a ' s  model does not  a l l o w  f o r  a 
t h i r d  and i nd e pe n d e nt  d i mensi on  t o  p a t i e n t s '  j u dg e me n t s ,  in 
a d d i t i o n  t o  those  r e l a t i n g  t o  the a f f e c t i v e  and t e c h n i c a l  
q u a l i t y  o f  c a r e ;  n a me l y ,  p e r c e p t i o n s  o f  the  v a l u e  o f  the  
t r e a t m e n t  t h e y  r e c e i v e .  T h i s  t h i r d  t ype  o f  judgement  Ben 
S i r a  o f t e n  v i e w s  as e n t i r e l y  d e r i v a t i v e  o f  o t h e r  
p e r c e p t i o n s .  Ben S i r a  mi ss e s  an i m p o r t a n t  c on ce p t u a l  
d i s t i n c t i o n  between on the one hand p e r c e p t i o n s  of  the  
t e c h n i c a l  competence or  q u a l i t y  o f  c a r e  and on the o t h e r  
hand p e r c e p t i o n s  o f  the v a l u e  or  e f f e c t i v e n e s s  o f  c a r e .
Ca l nan  a l s o ,  in h i s  d i s c u s s i o n  o f  p a t i e n t s '  e v a l u a t i o n s  o f  
c a r e ,  w r o n g l y  c o n f l a t e s  the o b s e r v a t i o n  t h a t  ' p a t i e n t s  v e r y  
r a r e l y  e v a l u a t e  m e d i c a l  c a r e  in te rms  o f  the  t e c h n i c a l  
competence or  e x p e r t i s e  o f  the p r o v i d e r '  w i t h  the v i ew t h a t  
t h e y  ' r a r e l y  e v a l u a t e  modern med i ca l  p r a c t i c e s ,  such as the  
v a l u e  o f  d r u g s '  ( C a l n a n , 1 9 8 7 : 1 6 3 ) .  Thus p a t i e n t s  a re  seen  
as u n c r i t i c a l  o f  the v a l u e  and e f f e c t i v e n e s s  of  t r e a t m e n t  
because  o f  t h e i r  a cc e p t a n ce  o f  t e c h n i c a l  competence  
( C a l n a n , 1 9 8 4 : 7 7 ) .  Where the two c o n c e p t s  have not  been
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c o n f u s e d  or  c o n f l a t e d ,  o b s e r v e r s  have t r e a t e d  p a t i e n t s '  
p e r c e p t i o n s  o f  outcome as e i t h e r  d e r i v a t i v e  or  i ndeed o f  
s e c o n d a r y  c o n c e r n  t o  p a t i e n t s .  Thus Kelman c on c l u d e s  f r om  
p a t i e n t  s a t i s f a c t i o n  r e s e a r c h  t h a t  ' r e c i p i e n t s  o f  c a r e  a r e  
more c o n c e r n e d  w i t h  the manner and means o f  the  p r o c e s s e s  
o f  h e a l t h  c a r e  d e l i v e r y . . .  than w i t h  the outcome o f  c a r e '
( Ke1 man, 1 9 7 6 : 4 3 6 ) .
No a n a l y s i s  o f  a t t i t u d e s  e x p r e s s e d  in the STD 
c l i n i c  s u p p o r t e d  the v i e w  t h a t  s a t i s f a c t i o n  w i t h  the v a l u e  
and b e n e f i t s  o f  t r e a t m e n t  were d e r i v e d  f r o m  a t t i t u d e s  t o  
the  ' a r t  o f  c a r e '  p r o v i d e d  in the c l i n i c .  As has been 
r e p e a t e d l y  e mp h a s i s ed ,  j udgement s  o f  the  d o c t o r ' s  a f f e c t i v e  
b e h a v i o u r  c o u l d  no t  be shown t o  govern  any o t h e r  d i mens i on  
o f  v i e w s .  I n  the  n e u r o l o g i c a l  c l i n i c  s t u d y ,  a t  the t i me  o f  
p a t i e n t s '  f o l l o w  up i n t e r v i e w  t o  ass e ss  s a t i s f a c t i o n ,  
p a t i e n t s '  p e r c e p t i o n s  were not  y e t  f o c u s e d  on the impact  o f  
t r e a t m e n t  on the  c o ur se  o f  symptoms as i t  was g e n e r a l l y  
f e l t  t h a t  more t i me  was needed f o r  any e f f e c t s  t o  o c c u r .  
N e v e r t h e l e s s  j u d g e me n t s  were made,  a t  the t i me o f ,  or  
i m m e d i a t e l y  a f t e r  c o n s u l t i n g ,  o f  the v a l u e  in the sense of  
p e r s o n a l  a p p r o p r i a t e n e s s  o f  t r e a t m e n t .  P a t i e n t s  had c l e a r  
and s t r o n g l y  f e l t  v i e w s ,  wh e r e ,  f o r  e x a m p l e ,  the d o c t o r  
p r e s c r i b e d  a m e d i c a t i o n  t h a t  had a l r e a d y  been t r i e d  and 
f o u n d  to  be o f  no u se ,  or  where no a d v i c e  about  d i e t a r y  
f a c t o r s  was g i v e n .  A g a i n ,  t h i s  i s  not  t o  m a i n t a i n  t h a t  
such p e r c e p t i o n s  o f  the a p p r o p r i a t e n e s s  or  v a l u e  of  
t r e a t m e n t  w i l l  c o i n c i d e  w i t h  those o f  the  me d i c a l  
p r o f e s s i o n .  However  Ben S i r a ' s  t h e s i s  -  t h a t  p e r c e p t i o n s  
o f  the v a l u e  o f  t r e a t m e n t  a re  a l mos t  e n t i r e l y  d e t e r m i n e d  by
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p e r c e p t i o n s  o f  the d o c t o r ' s  a f f e c t i v e  b e h a v i o u r  -  i s  
s u p p o r t e d  n e i t h e r  by the s ur ve y  r e s u l t s  o f  the f i r s t  s t u d y  
nor  by p a t i e n t s '  a c c ou nt s  in the second s t u d y .  S e v e r a l  
p a t i e n t s  in the n e u r o l o g y  s t u d y  were  q u i t e  c a p a b l e  of  
c o nc e d i n g  the ' n i c e n e s s '  o f  the s p e c i a l i s t  w h i l s t  d o u b t i n g  
the  v a l u e  o f  t h e i r  a t t e n d a n c e ,  or  v i c e  v e r s a .
O t h e r  s t u d i e s  i n d i c a t e  t h a t  p a t i e n t s  make
j ud g e men t s  of  the v a l u e  of  t r e a t m e n t ,  i n d e p e n d e n t l y  of
j u d g e men t s  o f  the  a f f e c t i v e  components o f  t h e i r  c a r e .
I n d e e d ,  f rom a s t u d y  o f  i n p a t i e n t  s a t i s f a c t i o n ,  Carmel
r e a c h e s  c o n c l u s i o n s  t h a t  a r e  the v e r y  o p p o s i t e  o f  those
e n t a i l e d  by Ben S i r a ' s  model :
' P e r c e i v e d  improvement  in h e a l t h  i s  f o u n d  t o  be the  
p r e d i c t o r  o f  p a t i e n t s '  g e ne r a l  s a t i s f a c t i o n  and 
s a t i s f a c t i o n  w i t h  a l l  the s t u d i e d  h o s p i t a l  
s e r v i c e s . . . . . T h e  ma j or  c o n c l u s i o n  d e r i v e d  f rom the  
r e s u l t s  o f  t h i s  s t u d y  i s  t h a t  when a c l i e n t  f e e l s  t h a t  
he i s  a c h i e v i n g  h i s  g o a l ,  he a d a p t s  t o  the  
d e f i c i e n c i e s  in the p r oc es s  o f  a c h i e v i n g  i t  by  
a t t a c h i n g  l e s s  impor t ance  t o  the  
p r o c e s s . ' ( Carme1 , 1 9 8 5 : 1 2 4 9 )
Thus ,  f a r  f r om b e i n g  r e l i a n t  upon the p r o c es s  , 
upon a f f e c t i v e  a s p e c t s  of  t r e a t m e n t ,  f o r  C a r m e l ,  p a t i e n t s  
r e g a r d  the p r o c e s s  o f  t h e i r  t r e a t m e n t  as o f  l e s s  
s i g n i f i c a n c e  and a re  concer ned  more w i t h  the v a l u e  of  such 
t r e a t m e n t  f o r  t h e i r  o v e r a l l  goal  o f  r e c o v e r i n g  h e a l t h .
T h i s  v i ew i s  r e m a r k a b l y  c o n s i s t e n t  w i t h  the e v i d e n c e  f rom  
the n e u r o l o g y  s t u d y  o f  p a t i e n t s  who q u i t e  s h a r p l y  
d i s t i n g u i s h e d  between the way in whi ch  t h e y  were  t r e a t e d  
and the a p p a r e n t  v a l u e  of  the c l i n i c  v i s i t .  T h i s  approach  
t o  s a t i s f a c t i o n ,  which  emphas izes  the  p a t i e n t ' s  p r i m a r y  
goal  in s e e k i n g  h e a l t h  c ar e  and v i e w s  s a t i s f a c t i o n  as b e i n g  
d e t e r m i n e d  by p e r c e p t i o n s  o f  the e x t e n t  t o  whi ch  g o a l s ,  in
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terms o f  p e r c e i v e d  h e a l t h  outcomes,  a r e  a c h i e v e d ,  has  
i n t u i t i v e  appea l  but  has r e c e i v e d  r e l a t i v e l y  l i t t l e  
a t t e n t i o n  f r om r e s e a r c h .  Deyo and D i e h l  ( 1 9 8 6 )  examined  
p a t i e n t  s a t i s f a c t i o n  in a sample o f  low back p a i n  p a t i e n t s  
in the U n i t e d  S t a t e s .  T h e i r  s a t i s f a c t i o n  s c a l e  was 
s i g n i f i c a n t l y  r e l a t e d  t o  s e l f - r a t e d  outcome in te rms  o f  
p a i n .  S i m i l a r  r e s u l t s  were o b t a i n e d  in an E n g l i s h  s t u d y  o f  
an o u t p a t i e n t  back p a i n  c l i n i c  ( F i t z p a t r i c k  e t  a l . , 1 9 8 7 ) .  
S i m i l a r l y ,  Wooley  e t  a l . , ( 1 9 7 8 ) ,  in a s t u d y  o f  p r i m a r y  
c a r e ,  f ou n d  s a t i s f a c t i o n  to  be p o s i t i v e l y  a s s o c i a t e d  w i t h  
p e r c e p t i o n s  o f  s ympt omat i c  improvement .  Brody  and M i l l e r  
( 1 9 8 6 )  f ou n d  t h a t  s a t i s f a c t i o n  w i t h  c a r e  was r e l a t e d  t o  
i mprovement  in symptoms in a sample o f  p a t i e n t s  p r e s e n t i n g  
w i t h  u r i n a r y  t r a c t  i n f e c t i o n s .  In a l l  o f  t he s e  s t u d i e s ,  
the most  o b v i o u s  i n t e r p r e t a t i o n  o f  r e s u l t s  i s  t h a t  the  
p e r c e i v e d  impact  o f  t r e a t m e n t  over  t i me  on the  cour se  o f  
symptoms n a t u r a l l y  d e t e r m i n e s  the p a t i e n t ' s  v i e w s  o f  the  
q u a l i t y  o f  c a r e  r e c e i v e d .  The argument  h e re  i s  t h a t  
a n o t h e r  d i men s i on  o f  p a t i e n t s '  v i e ws  needs t o  be c o n s i d e r e d  
in p a t i e n t  s a t i s f a c t i o n  r e s e a r c h  -  t h a t  i s  the p e r c e i v e d  
v a l u e  or  a p p r o p r i a t e n e s s  of  t r e a t m e n t  as j u d g e d  by p a t i e n t s  
b e f o r e  the t r e a t m e n t  i n f l u e n c e s  symptoms.  T h e r e  a r e  o t h e r  
r e a s o n s  f o r  s e e k i n g  med i ca l  h e l p  than the d e s i r e  t o  reduce  
symptoms ( f o r  example  o b t a i n i n g  a d v i c e  or  r e a s s u r a n c e )  and 
the e x t e n t  t o  wh i ch  o t h e r  such g o a l s  a re  f u r t h e r e d  may a l s o  
be Judged by the p a t i e n t .  I nde ed  the s t r o n g e s t  and most  
c l e a r l y  d i s t i n g u i s h e d  o f  v ie ws  h e l d  by p a t i e n t s  in the  
n e u r o l o g y  c l i n i c  was on t h i s  d i s t i n c t  d i me n s i on  o f  the  
v a l u e  o f  c l i n i c  a t t e n d a n c e .  P a t i e n t s '  p e r c e p t i o n s  of  t h e i r  
v i s i t  as e i t h e r  ' w o r t h w h i l e '  or  a ' w a s t e  o f  t i m e '  were
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q u i t e  d i s t i n c t  r e s po n s e s  t o  t h e i r  a t t e n d a n c e  and a l s o  the  
most u s e f u l  j ud g e men t s  f rom the p o i n t  o f  v i e w  o f  p r o v i d i n g  
any k i n d  o f  o v e r a l l  e v a l u a t i o n  of  the c l i n i c s .  Whet her  or  
not  such j ud g e me n t s  o f  t r e a t m e n t  f rom p a t i e n t s  r e l y  upon 
p e r c e p t i o n s  o f  symptom change ,  t h e r e  i s  s u f f i c i e n t  e v i d e n c e  
f r om the s t u d i e s  r e v i e w e d  here  and f r om the  n e u r o l o g y  
c l i n i c  t o  w a r r a n t  f u r t h e r  i n v e s t i g a t i o n  o f  t h i s  a s p e c t  o f  
p a t i e n t s '  v i e w s .  C e r t a i n l y  t h e r e  seems l i t l e  j u s t i f i c a t i o n  
in a p r i o r i  r u l i n g  out  the p o s s i b i l i t y  o f  p a t i e n t s  b e i n g  
a b l e  to  make u s e f u l  j ud g e me n t s  of  outcomes w i t h o u t  r e l i a n c e  
on j u d g e men t s  o f  the  p r o c e s s  o f  c a r e .
I t  i s  o f  p o t e n t i a l  i mpor t ance  t h a t  t h i s  d i men s i on  
of  p a t i e n t s '  j ud g e me n t s  seemed l e s s  i n f l u e n c e d  by s o c i a l  or  
e d u c a t i o n a l  d i f f e r e n c e s  in a t t i t u d i n a l  r e a d i n e s s  t o  
c r i t i c i z e .  I t  has been a r gued  a t  v a r i o u s  p o i n t s  in the  
t h e s i s  t h a t  one o f  the  main l i m i t a t i o n s  in u s i n g  p a t i e n t  
s a t i s f a c t i o n  f o r  any p o l i c y  r e l a t e d  purpose  i s  t h a t  s ur v e y  
re s p o n s e s  seem t o  be h e a v i l y  i n f l u e n c e d  by p a t i e n t s '  s o c i a l  
b a ck gr o u n d s .  The i n f l u e n c e  o f  e d u c a t i o n a l  l e v e l  in the STD 
s t u d y  i s  an i n s t a n c e .  In  the n e u r o l o g y  s t u d y ,  such  
backgr ound v a r i a b l e s  seemed m i n i m a l l y  t o  i n f l u e n c e  the  
s c a l e s  of  s a t i s f a c t i o n  used .  P e r c e p t i o n s  o f  the  v a l u e  of  
t r e a t m e n t  and o f  communi ca t i on  were more a s s o c i a t e d  w i t h  
and u n d e r s t a n d a b l e  in t e rms  of  the c o m p a t i b i l i t y  o f  
d i f f e r e n t  k i n d s  o f  p a t i e n t  c o ncer ns  and the t r e a t m e n t  
r e c e i v e d ,  r a t h e r  than in te rms o f  the i n f l u e n c e  o f  
background s o c i a l  v a r i a b l e s .  T h i s  l a c k  o f  s o c i a l  
a t t i t u d i n a l  e f f e c t s  c o u l d  be due to  the method o f  d a t a  
c o l l e c t i o n  in the n e u r o l o g y  s t u d y ,  in t h a t  p a t i e n t s  had the
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o p p o r t u n i t y  to  g i v e  d e t a i l e d  answers  on the v a l u e  o f  t h e i r  
v i s i t .  Most  q u e s t i o n n a i r e s  appear  t o  i n v i t e  r e s p o n d e n t s  to  
adopt  summary a t t i t u d e s  t o  t h e i r  t r e a t m e n t  by the d o c t o r .
I t  may be t h a t  such a t t i t u d i n a l  r esp o n s e s  a re  more h e a v i l y  
i n f l u e n c e d  by the d i f f e r e n t i a l  r e a d i n e s s  o f  d i f f e r e n t  
s o c i a l  g roups  t o  e x p r e s s  c r i t i c a l  a t t i t u d e s  than a r e  more  
c o n s i d e r e d  j u d g e men t s  o f  the v a l u e  o f  c a r e .
P a t i e n t s  d i d  e x p e r i e n c e  pr ob l ems  in e x p r e s s i n g  
a t t i t u d e s  in r e l a t i o n  t o  t h e i r  n e u r o l o g i c a l  c l i n i c  v i s i t  
and such d i f f i c u l t i e s  c l e a r l y  c o n t r i b u t e d  t o  the c o m p l e x i t y  
o f  p a t i e n t s '  j ud g e men t s  n o t e d  in the n e u r o l o g y  c l i n i c .  
P a t i e n t s  were  r e l u c t a n t  t o  c r i t i c i z e  or  e x p r e s s  
d i s s a t i s f i e d  a t t i t u d e s ,  and,  even when the h o s p i t a l  v i s i t  
was e x p e r i e n c e d  as e x t r e m e l y  d i s a p p o i n t i n g ,  p a t i e n t s  woul d  
s t i l l  s ea r c h  f o r  r e a s o n s  t h a t  a v o i d e d  e x p r e s s i n g  
u n q u a l i f i e d  c r i t i c i s m .  Some r easons  g i v e n  by p a t i e n t s  may 
be p e c u l i a r  to  the b r i e f  e n c o u n t e r s  w i t h  h e a l t h  c a r e  
t y p i c a l  o f  o u t p a t i e n t  m e d i c i n e .  Thus p a t i e n t s  f ou n d  i t  
d i f f i c u l t  t o  i n f e r  what  had a c t u a l l y  happened in t h e i r  
v i s i t ,  so q u i c k l y  d i d  i t  happen.  They u s u a l l y  had o n l y  one 
e x p e r i e n c e  o f  the s p e c i a l i s t  on the b a s i s  o f  wh i ch  t o  make 
j u d g e m e n t s .  Ot her  r e a s o n s  g i ve n  by the sample f o r  not  
a d o p t i n g  n e g a t i v e  a t t i t u d e s  t o  t h e i r  c a r e  p r o v i d e  s u p p o r t  
f o r  the  v i e ws  of  Mauksch ( 1 9 7 2 )  t h a t  r e s p o n d e n t s  f e e l  the  
need t o  p r o v i d e  s o c i a l l y  a c c e p t a b l e  answers  in r e l a t i o n  to  
h e a l t h  c a r e .  Q u i t e  s t r o n g  r e s e r v a t i o n s  have t o  be overcome  
f o r  many p e o p l e  t o  e x p r e s s  d i s s a t i s f a c t i o n  in a s u r v e y  on 
h e a l t h  c a r e ,  and the r e a s o n i n g  b eh i nd  such r e s e r v a t i o n s  
g i v e n  by p a t i e n t s  in the n e u r o l o g y  s t u d y  may p r o v i d e  one
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e x p l a n a t i o n  f o r  the v e r y  p o s i t i v e l y  skewed n a t u r e  o f  
r e s p o n s e s  f ound in the  STD c l i n i c  s u r v e y ,  as in v i r t u a l l y  
a l 1 o t h e r  s t u d i  e s .
In  both s t u d i e s ,  one m a jo r  e mphas i s ,  in 
u n d e r s t a n d i n g  the p r o c e s s  whereby  p a t i e n t s '  e v a l u a t e d  t h e i r  
h e a l t h  c a r e ,  was upon the  v a r i e t y  of  p a t i e n t s '  c o n c e r n s  in 
r e l a t i o n  t o  t h e i r  p r e s e n t i n g  p r ob l e m .  In  d i f f e r e n t  ways  
such c o n c e r n s  were  i m p o r t a n t  i n f l u e n c e s  upon p a t i e n t s '  
j u d g e m e n t s .  The d i v e r s i t y  o f  p a t i e n t s '  p r ob l ems  in h e a l t h  
c a r e  i s  o f t e n  commented upon but  seldom i n c o r p o r a t e d  i n t o  
r e s e a r c h .  One e x c e p t i o n  i s  the s t u d y  by Brody  and M i l l e r  
( 1 9 8 6 )  which f ound  t h a t  c on ce r ns  about  the s e r i o u s n e s s  and 
c h r o n i c i t y  of  u r i n a r y  t r a c t  i n f e c t i o n s  were  e x t r e m e l y  
common in the c l i n i c  sample t he y  s t u d i e d ,  and a r g u e d  t h a t  
p a t i e n t s '  co n ce r ns  needed f u r t h e r  i n v e s t i g a t i o n .  I n  the  
n e u r o l o g y  c l i n i c  s t u d y  p a r t i c u l a r l y ,  a s k i n g  p a t i e n t s '  about  
t h e i r  e x p e c t a t i o n s  o f  t r e a t m e n t  was not  s u c c e s s f u l  s i n c e  
p a t i e n t s  g e n e r a l l l y  were  u n a b l e  t o  f o c u s  on s p e c i f i c  
a c t i o n s  or  outcomes t h a t  t h e y  hoped f o r  or  e x p e c t e d  o f  
h o s p i t a l  a t t e n d a n c e .  T h i s  may p a r t l y  be due t o  l a c k  o f  
p r i o r  e x p e r i e n c e  w i t h  the  s p e c i a l i s t  and u n c e r t a i n t y  as t o  
a l t e r n a t i v e  p o s s i b i l i t i e s .  ' E x p e c t a t i o n s ' ,  as a ss e ss e d  in 
many s a t i s f a c t i o n  s t u d i e s ,  i s  a v e r y  m e d i c a l l y  o r i e n t e d  
c o n c e p t ;  i t  f o c u s e s  upon the s p e c i f i c  a c t i o n s  by the d o c t o r  
t h a t  the p a t i e n t  may hope f o r  or  e x p e c t .  For  more  
s p e c i a l i s e d  forms  o f  h e a l t h  c a r e  a t  l e a s t ,  p a t i e n t s  seem 
n o t  t o  h o l d  such s p e c i f i c  e x p e c t a t i o n s .  L i p t o n  and  
S v a r s t a d  a n t i c i p a t e  t h i s  p r ob l em:
' T h e r e  a re  many d i me n s i o n s  of  e x p e c t a t i o n s  and many
ways in which the con ce p t  can be o p e r a t i o n a l i z e d .  I t
Page 375
i s  o b v i ou s  t h a t  when p a r e n t s  a r e  asked t o  e x p r e s s  
t h e i r  e x p e c t a t i o n s  r e g a r d i n g  p a r t i c u a r  t y p e s  o f  t e s t s ,  
s p e c i a l i s t s  and t r e a t m e n t s  t h e y  a re  v e r y  u n c e r t a i n ;  
however  had e x p e c t a t i o n s  been measured w i t h  the use o f  
o t h e r  i n d i c e s ,  the  de g r ee  o f  p a r e n t s '  c e r t a i n t y  and  
s p e c i f i c i t y  m i g h t  have i n c r e a s e d . '  ( L i p t o n  and 
S v a r s t a d , 1 9 7 4 : 1 6 5 )
Thus i n s t e a d  o f  c o n c l u d i n g  t h a t  p a t i e n t s '  have no 
agenda  by means o f  wh i ch  t h e y  e v a l u a t e  t h e i r  h o s p i t a l  
a t t e n d a n c e ,  as some r e s e a r c h  a p p e a r s  t o  conc l ude  
( R e a d e r , 1 9 5 7 ) ,  the c on ce p t  o f  ' c o n c e r n '  a t t e m p t s  t o  c a p t u r e  
i n  a more p a t i e n t  c e n t e r e d  way ,  the  m a t t e r s  o f  i mp o r ta n ce  
t o  the  p a t i e n t .  The c on ce p t  o f  ' c o n c e r n '  i s  a dd r e s s e d  more
t o  the  meanings an i n d i v i d u a l  a t t a c h e s  to  h i s  or  her
i l l n e s s ;  ' e x p e c t a t i o n s '  assumes such meani ngs  a re  
t r a n s l a t e d  t o  a s p e c i f i c  agenda or  ' s h o p p i n g  l i s t '  o f  
a c t i o n s  f o r  the d o c t o r  t o  c a r r y  out  -  an ex t reme  
c o n s u m e r i s t  assumpt i on  f o r  wh i ch  no s u pp o r t  c o u l d  be f ou n d  
in the  n e u r o l o g y  s t u d y .  The symptoms which the p a t i e n t  
p r e s e n t s  to  the d o c t o r  become a m a t t e r  o f  concern in
s p e c i f i c  ways f o r  each p a t i e n t ;  in the  n e u r o l o g y  s t u d y  f o r
e x a m p l e ,  headaches became a s o ur ce  o f  f e a r  and a n x i e t y  
r e q u i r i n g  r e a s s u r a n c e ,  or  a l t e r n a t i v e l y  a r e c u r r e n t  p a r t  o f  
e v e r y d a y  l i f e  t h a t  the p a t i e n t  f e l t  he or  she s h o u l d  
somehow be a b l e  t o  a v o i d  or  p r e v e n t .  Such concer ns  do n o t ,  
a t  the  t ime of  a t t e n d a n c e  t r a n s l a t e  i n t o  c o n c r e t e  
e x p e c t a t i o n s  of  the d o c t o r  t h a t  may be s t a t e d  in so many 
w o r d s .
A f oc u s  upon p a t i e n t s '  c on c e r n s  and the d i v e r s i t y  
o f  such concer ns  a l s o  made i t  p o s s i b l e  t o  u n d e r s t a n d  many  
o f  the  d i f f e r e n t  r e a c t i o n s  t o  the n e u r o l o g y  c l i n i c  o b t a i n e d  
a f t e r w a r d s .  Concerns f o r  symp t omat ic  t r e a t m e n t  were most
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e a s i l y  met  by the c l i n i c  and seemed l e a s t  o f t e n  the sour ce  
o f  d i s a p p o i n t m e n t .  At  the o t h e r  e x t r e m e ,  those p a t i e n t s  
who l o o k e d  t o  the c l i n i c  to  c o n t r i b u t e  in some way to  
a s s i s t  them in a v o i d i n g  or  p r e v e n t i n g  t h e i r  r e c u r r e n t  
h e a d a c h e s ,  wh e th e r  by medica l  i n t e r v e n t i o n  or  by l i f e  s t y l e  
a d v i c e ,  were most f r e q u e n t l y  d i s a p p o i n t e d .  T h i s  concern  
was the  one l e a s t  c o m p a t i b l e  w i t h  the  t y pe s  o f  c a r e  
p r o v i d e d  by the c l i n i c .  Knowledge o f  t h i s  group o f  
p a t i e n t s '  con ce r ns  a l s o  a l t e r s  our  u n d e r s t a n d i n g  o f  the  
r e a s o n s  f o r  t h e i r  d i s s a t i s f a c t i o n .  Where such p a t i e n t s  
c o m p l a i n e d  o f  not  b e i n g  taken s e r i o u s l y  as a person or  o f  
b e i n g  r u s he d  through t h e i r  m ed i c a l  h i s t o r i e s ,  t h e y  were  not  
c o m p l a i n i n g  o f  impersona l  t r e a t m e n t  per  s e ,  but  because  
i m p o r t a n t  g o a l s  in a t t e n d i n g  the s p e c i a l i s t  were  
f r u s t r a t e d .
In  the STD c l i n i c  a l s o ,  the  c on ce r ns  o f  p a t i e n t s  
were  d i v e r s e .  Probl ems p r e s e n t e d  t o  the c l i n i c  by some 
p a t i e n t s  had become a concern because  o f  t h e i r  impact  on 
the  i n d i v i d u a l ' s  sexua l  a c t i v i t i e s ,  f o r  o t h e r s  because o f  
f e a r s  about  s e r i o u s  i l l n e s s .  S i m i l a r l y ,  such c o n c e rn s  were  
d i f f e r e n t i a l l y  r e l a t e d  to  s a t i s f a c t i o n .  Concerns about  the  
c h r o n i c i t y  of  symptoms were most  s t r o n g l y  a s s o c i a t e d  w i t h  
d i s s a t i s f a c t i o n .  The meaning o f  t h i s  a s s o c i a t i o n  c o u l d  
o n l y  be c o n s i d e r e d  s pe c u 1 a t i v e 1 y because of  the absence of  
f u r t h e r  d a t a  f rom p a t i e n t s .  A p o s s i b l e  p a r a l l e l  w i t h  seme 
o f  the  c h r o n i c  headache s u f f e r e r s  in the n e u r o l o g i c a l  
c l i n i c  was s u g g e s t e d ,  in t h a t  c h r o n i c ,  r e c u r r e n t  
g e n i t o - u r i n a r y  i n f e c t i o n s  may be a source  of  c o n s i d e r a b l e  
d i s t r e s s  and d i s c o m f o r t  which may n o t  appear  t o  be matched
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by m e d i c a l  concern  a t  the t ime o f  s e e k i n g  t r e a t m e n t .
Both s t u d i e s  p r o v i d e  s t r o n g  e v i d e n c e  o f  the  d i v e r s e  
ways in whi ch  p s y c h o l o g i c a l  d i s t r e s s  may e n t e r  i n t o  the  
p r o c e s s  o f  e v a l u a t i n g  h e a l t h  c a r e .  In the STD c l i n i c  
s t u d y ,  a v a r i e t y  o f  measures  o f  d i f f e r e n t  d i m e n s i o n s  o f  
p s y c h o l o g i c a l  d i s t r e s s  a l l  a pp e a r e d  to  be s i g n i f i c a n t l y  
a s s o c i a t e d  w i t h  p a t i e n t  s a t i s f a c t i o n .  Genera l  
p s y c h o l o g i c a l  w e l l  b e i n g ,  as r e f l e c t e d  in the Genera l  
H e a l t h  Q u e s t i o n n a i r e ,  as w e l l  as more s p e c i f i c  
p s y c h o l o g i c a l  d i s t r e s s  in r e l a t i o n  t o  o n e ' s  p h y s i c a l  h e a l t h  
both  seemed t o  have some i n f l u e n c e  on subsequent  
s a t i s f a c t i o n .  S e p a r a t i n g  out  such e f f e c t s ,  s t a t i s t i c a l l y  
or  t h e o r e t i c a l l y  i s  d i f f i c u l t .  C l i n i c a l  l i t e r a t u r e  
i n d i c a t e s  t h a t  the e x t e n t  t o  wh i ch  an i n d i v i d u a l  i s  
c o n c e r n e d  about  h e a l t h  i s  f r e q u e n t l y  l i n k e d  t o  g e ne r a l  
p s y c h o l o g i c a l  w e l l  b e i n g  ( K e n y o n , 1976 ;  K e l l n e r , 1 9 8 5 ) .  
M u l t i v a r i a t e  a n a l y s i s  in t h i s  s t u d y  seemed t o  i n d i c a t e  t h a t  
D i s e a s e  C o n v i c t i o n ,  seen by P i l o w s k y  and Spence as  
p r e o c c u p a t i o n  w i t h  p h y s i c a l  d i s e a s e  and b o d i l y  symptoms,  
but  s p é c u l â t i v e l y  i n t e r p r e t e d  in t h i s  s t u d y  as a f e l t  need  
t o  have d i s t r e s s i n g  symptoms t a k en  s e r i o u s l y ,  was 
p a r t i c u l a r l y  a s s o c i a t e d  w i t h  a l l  t h r e e  s c a l e s  o f  
s a t i s f a c t i o n ,  i n d e p e n d e n t l y  o f  o t h e r  l e v e l s  o f  
p s y c h o l o g i c a l  w e l l  b e i ng  or  d i s t r e s s .  The r e s u l t s  woul d  
p r o v i d e  some s u p p o r t  f o r  the v i e w t h a t  p r ob l ems  o f  
r e a s s u r a n c e  and p r e o c c u p a t i o n  w i t h  h e a l t h  and consequent  
p r o b l e m s  in r e l a t i o n s h i p s  w i t h  d o c t o r s  such as  
d i s s a t i s f a c t i o n ,  shou l d  not  s i m p l y  be subsumed under  more 
g e n e r a l  a f f e c t i v e  d i s o r d e r s  such as d e p r e s s i o n  and have an
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i m p o r t a n t ,  i ndependent  i n f l u e n c e  <Mayou , 1976 ;  Ba r sk y  and  
K 1 e r ma n , 1 9 8 3 ;  S e n s k y , 1 9 8 6 ;  A p p l e b y , 1 9 8 7 ) .  S e v e r a l  s t u d i e s  
have a l s o  f ound t h a t  p a t i e n t s '  low s u b j e c t i v e  a p p r a i s a l  o f  
p h y s i c a l  h e a l t h  i s  a s s o c i a t e d  w i t h  d i s s a t i s f a c t i o n  w i t h  
c a r e  ( L i n n  and G r e e n f i e l d , 1982;  M i r o w s ky  and R o s s , 1 9 8 3 ) .
In  the n e u r o l o g i c a l  c l i n i c  s t u d y ,  the i n f l u e n c e  o f  
w o r r y  about  s e r i o u s  i l l n e s s  and o f  g e n e r a l  p s y c h o l o g i c a l  
w e l l  b e i n g  on s a t i s f a c t i o n  seemed t o  be i ndependent  o f  one 
a n o t h e r .  On the one hand p a t i e n t s  who were no t  r e a s s u r e d  
in r e l a t i o n  t o  t h e i r  w o r r i e s  were  p a r t i c u l a r y  d i s a p p o i n t e d  
w i t h  h o s p i t a l  a t t e n d a n c e .  On the  o t h e r  hand p a t i e n t s  w i t h  
s i g n i f i c a n t  symptoms on the PSE were  a l s o  d i s s a t i s f i e d .
One p o s s i b l e  i n t e r p r e t a t i o n  ( G r e e n l e y  e t  a l . ,  1982 )  i s  t h a t  
t h i s  l a t t e r  a s s o c i a t i o n  r e f l e c t s  the  g e n e r a l i s a t i o n  of  
u n h a p p i n e s s  t o  f o c u s  upon a l l  m a t t e r s  i n c l u d i n g  the  
i n d i v i d u a l ' s  h e a l t h  c a r e .  An a l t e r n a t i v e  i n t e r p r e t a t i o n  
one m i g h t  m on the b a s i s  o f  t h i s  s t u d y ,  and one 
c o n s i s t e n t  w i t h  the v iews  of  n e u r o l o g i s t s  i n t e r v i e w e d  f o r  
the  s t u d y ,  i s  t h a t  the d i s a p p o i n t m e n t s  o f  the  
p s y c h i a t r i c a l l  y unwel l  were a c c u r a t e  a p p r a i s a l s  of  the  
i n a p p r o p r i a t e n e s s  o f  r e f e r r a l  o f  t h e i r  p r ob l ems  to  the  
n e u r o l o g i s t ,  g i ve n  h i s  e x c l u s i v e  concer n  w i t h  d i a g n o s t i c  
assessment  o f  p h y s i c a l  d i s o r d e r .
A n o t h e r ,  more s p e c u l a t i v e  p a r a l l e l  e x i s t s  in the  
r e s u l t s  o f  the two s t u d i e s ,  and may r e v e a l  s omet h i n g  o f  the  
p r o c e s s  o f  p a t i e n t  e v a l u a t i o n .  In the STD c l i n i c  s t u d y ,  
p a t i e n t s  w i t h  p r i o r  e x p e r i e n c e  o f  the c l i n i c  were  more 
l i k e l y  t o  e x p r e s s  d i s s a t i s f a c t i o n .  T h i s  e f f e c t  c o u l d  not
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be e x p l a i n e d  e n t i r e l y  by means o f  o t h e r  a s p e c t s  o f  such 
p a t i e n t s '  e x p e r i e n c e s ,  a l t h o u g h  i t  was n o t e d  t h a t  t h e r e  
a p p e a r e d  t o  be an i n t e r a c t i o n  o f  p r i o r  e x p e r i e n c e  and 
s a t i s f a c t i o n  w i t h  concern about  h e a l t h  as i n d i c a t e d  by the  
IBQ D i s e a s e  C o n v i c t i o n  S c a l e .  In the n e u r o l o g y  s t u d y ,  
p a t i e n t s  w i t h  the l o n g e s t  h i s t o r i e s  o f  s u f f e r i n g  headaches  
were  more l i k e l y  t o  e xp r e s s  d i s s a t i s f a c t i o n .  The  
e x p e r i e n c e  o f  d i s s a t i s f a c t i o n  amongst  c h r o n i c  m i g r a i n e  
s u f f e r e r s  was r e l a t e d  t o  M c I n t y r e  and O l dman ' s  c oncept  o f  
the  p a t i e n t  as ' e x p e r t ' ,  in which the i n d i v i d u a l  
a c c u m u l a t e s  p e r s o n a l  e x p e r i e n c e  and k no w l e d g e ,  the v e r y  
c o m p l e x i t y  and s o p h i s t i c a t i o n  o f  whi ch  i n e v i t a b l y  c o n t r a s t s  
w i t h  the  a p p a r e n t l y  r o u t i n e  and s u p e r f i c i a l  approach o f  the  
s p e c i a l i s t .  O t h e r  s t u d i e s  u n d e r l i n e  the i mpor t ance  of  
p r i o r  e x p e r i e n c e  o f  h e a l t h  c a r e  in i n c r e a s i n g  l e v e l s  o f  
d i s s a t i s f a c t i o n  ( L i n n  e t  a l . , 1 9 8 2 ;  F i t z p a t r i c k  e t  a l . ,
1 9 8 7 ) .  St imson and Webb ob s er ve d  t h a t  ' t h e  c o n c r e t e n e s s  o f  
e x p e c t a t i o n s  ap p ea r ed  t o  be r e l a t e d  t o  the c o n c r e t e n e n s s  o f  
the  p a t i e n t ' s  own d i a g n o s i s  and p e r c e i v e d  t r e a t m e n t  
r e q u i r e m e n t s .  T h i s  i s  e v i d e n t  in the case of  the c h r o n i c  
s i c k  r e p e a t  a t t e n d e r s '  ( S t i mson  and W e b b , 1 9 7 5 : 3 1 ) .  These  
r e s u l t s  s uggest  a number of  r e l a t e d  p r o c e s s e s  t h a t  may 
o c c u r .  The e x p e r i e n c e  o f  r e p e a t e d  v i s i t s  f o r  t r e a t m e n t  f o r  
a c h r o n i c  i l l n e s s  may c l a r i f y  the i n d i v i d u a l ' s  p e r c e p t i o n s  
o f  h i s  or  her  p e rs o n a l  needs .  P a t i e n t s  may become l e s s  
f l e x i b l e  and r e a d y  to accep t  t r e a t m e n t  t h a t  d e p a r t s  f rom  
t h e i r  own c l e a r l y  e s t a b l i s h e d  g o a l s  in s e i n g  the d o c t o r .
I t  i s  e q u a l l y  p o s s i b l e  t h a t  the a s s o c i a t i o n  between  
f r e q u e n c y  o f  p r i o r  t r e a t m e n t  and d i s s a t i s f a c t i o n  a r i s e s  out  
of  more f r e q u e n t  d i s a p p o i n t m e n t  wth m e d i c a l  c a r e .  Because
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a m i n o r i t y  o f  p a t i e n t s  w i t h  any c h r o n i c  d i s o r d e r  w i l l  
e x p e r i e n c e  r e p e a t e d  f a i l u r e  f rom me d i c a l  c a r e ,  which w i l l  
r ed u c e  t h e i r  t o l e r a n c e  t o  a c c e p t  the l e v e l  and q u a l i t y  o f  
c a r e  p r o v i d e d  a t  t h e i r  nex t  c o n s u l t a t i o n .  A d i f f e r e n t  
i n t e r p r e t a t i o n ,  f a v o u r e d  by Ba r sk y  ( 1 9 8 1 ) ,  would  s i m p l y  
i d e n t i f y  a p e r s o n a l  syndrome or  c o p i n g  s t y l e  o f  some 
i n d i v i d u a l s  whose p e r sona l  p r ob l ems  r e s u l t  in r e g u l a r  
m e d i c a l  a t t e n d a n c e .  Because t h e i r  ' r e a l '  p r ob l e m s '  a re  
n e v e r  a d d r es s e d  by the d o c t o r ,  t h e y  r emai n  f o r  ever  
d i s s a t i s f i e d .  C l e a r l y  d i f f e r e n t  e x p l a n a t i o n s  f o r  the  
a s s o c i a t i o n  between r e g u l a r  e x p e r i e n c e  o f  t r e a t e n t  and a 
t e n d e nc y  t o  be more c r i t i c a l  o f  c a r e  may a p p l y  to  d i f f e r e n t  
h e a l t h  pr ob l ems  or  h e a l t h  c a r e  s e t t i n g s .  In  the  
n e u r o l o g i c a l  c l i n i c ,  i t  d i d  not  appear  t h a t  the group o f  
c h r o n i c  headache s u f f e r e r s  who were  d i s a p p o i n t e d  w i t h  t h e i r  
c a r e  f e l t  so because of  a g e n e r a l  o r i e n t a t i o n  towards  
h e a l t h  c a r e ,  as s u ggest ed  by B a r s k y .  They d i d  not  appear  
g e n e r a l l y  c r i t i c a l  o f  t h e i r  e x p e r i e n c e s  o f  m e d i c i n e .
R a t h e r ,  as a l r e a d y  a r g u e d ,  t h e r  d i s a p p o i n t m e n t s  arose  out  
o f  the c l a s h  between t h e i r  own more complex e x p e r i e n c e s  o f  
m i g r a i n e  and i t s  management and the r o u t i n e  and s u p e r f i c i a l  
approach  o f  the c l i n i c .  Wha t ever  the  p r o c e s s e s  a t  wo r k ,  
both  s t u d i e s  p r o v i d e  e v i d e nc e  f o r  the  v ie w ( L o c k e r  and 
D u n t , 1 9 7 8 : 2 8 9 ;  C a l n a n , 1 9 8 7 : 1 6 3 - 4 )  t h a t  the g r e a t e r  the  
amount of  p r i o r  e x p e r i e n c e  w i t h  a h e a l t h  s e r v i c e ,  the  
g r e a t e r  the r e a d i n e s s  to  be more c r i t i c a l .
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C o ncept ua l  app r oac h e s  to  p a t i e n t  s a t i s f a c t i o n
1.  The c o g n i t i v e  a n t h r o p o l o g i c a l  approach
Ha v i ng  c o n s i d e r e d  some o f  the  d i me n s i on s  in terms  
o f  whi ch  p a t i e n t s  appear  t o  j udge  t h e i r  h e a l t h  c a r e ,  
t o g e t h e r  w i t h  seme o f  the p r o c e s s e s  t h a t  e n t e r  i n t o  such 
j u d g e m e n t s ,  i t  i s  i mp o r t a n t  t o  r e c o n s i d e r  the s o c i a l  
s c i e n t i f i c  c o n c e p t s  d i s t i n g u i s h e d  in the  f i r s t  c h a p t e r  t h a t  
a t t e m p t  to  e x p l a i n  how p a t i e n t s  e v a l u a t e  t h e i r  h e a l t h  c a r e .  
These app r o ac h e s  may be r e v i e w e d  a g a i n  in the l i g h t  o f  the  
two s t u d i e s  r e p o r t e d  in t h i s  t h e s i s .  The f i r s t  approach -  
the  c o g n i t i v e  -  a n t h r o p o l o g i c a l  approach -  s t r e s s e s  the  
imp o r ta n ce  o f  p a t i e n t s '  h e a l t h  b e l i e f s  and c o g n i t i o n s  as 
d e t e r m i n a n t s  o f  a s p e c t s  o f  b e h a v i o u r  such as communicat ion  
w i t h  h e a l t h  p r o f e s s i o n a l s  and c o m p l i a n c e .  In  i t s  most  
f o r m a l i s e d  a p p r o a c h ,  peop l e  a r e  v i e w e d  as h a v i n g  or  s e e k i n g  
' E x p l a n a t o r y  M o d e l s '  f o r  t h e i r  s i c k n e s s  pr ob l ems  
<K 1 e i n ma n , 1 9 8 0 ) .  E x p l a n a t o r y  Mode l s  p r o v i d e  e x p l a n a t i o n s  
o f  s i c k n e s s  in te rms  o f  ( a )  a e t i o l o g y  ( b)  t ime and mode o f  
o n s e t  ( c ) p a t h o p h y s i o l o g y  ( d)  cour se  and ( e ) t r e a t m e n t .  
Kl e inman ( 1 9 8 0 )  p r e d i c t s  t h a t  the g r e a t e r  the d i f f e r e n c e  or  
d i s p a r i t y  between p a t i e n t s '  v i e ws  and those o f  t h e i r  
c l i n i c i a n ,  the g r e a t e r  the l i k e l i h o o d  o f  communicat ion  
b e i n g  more d i f f i c u l t  and of  more p r ob l ems  o f  p a t i e n t  
d i s a t i s f a c t i o n  a r i s i n g .  V e r y  few e m p i r i c a l  s t u d i e s  have  
been c o n d u c t e d  t o  s up p o r t  t h i s  approach t o  p a t i e n t  
s a t i s f a c t i o n .  An e x c e p t i o n  i s  a s t u d y  by Blumhagen ( 1 9 8 2 )  
o f  p a t i e n t s  a t t e n d i n g  a h y p e r t e n s i o n  c l i n i c .  P a t i e n t s '
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E x p l a n a t o r y  Mode l s  o f  t h e i r  h y p e r t e n s i o n  were  e l i c i t e d  in
c a r e f u l  d e t a i l  and p a t i e n t s '  s a t i s f a c t i o n  w i t h  the c l i n i c
a l s o  o b t a i n e d .  P a r t i c u l a r  b e l i e f s  about  the  a e t i o l o g y  o f
h y p e r t e n s i o n  -  s p e c i f i c a l l y  t h a t  n a r ro we d  b l o o d  v e s s e l s  and
c h r o n i c  e x t e r n a l  s t r e s s  caused h y p e r t e n s i o n  -  were
p o s i t i v e l y  a s s o c i a t e d  w i t h  p a t i e n t  s a t i s f a c t i o n .
I n t e r e s t i n g l y  t hese  b e l i e f s  e x p l a i n e d  q u i t e  a s i g n i f i c a n t
amount of  v a r i a n c e  in s a t i s f a c t i o n  s c o r e s .  However the
s t u d y  r e v e a l s  one b a s i c  probl em w i t h  t h i s  a p p r o a c h .  As
Blumhagen e x p l a i n s :
' U n f o r t u n a t e l y  I cannot  e x p l a i n  why the r e s u l t s  come 
out  t h i s  w a y . .  Why i s  the p e r c e p t i o n  o f  v e s s e l s  
c o n s t r i c t o r y  as a cause of  h y p e r t e n s i o n  a s s o c i a t e d  
w i t h  g r e a t e r  s a t i s f a c t i o n ? '  ( 1 9 8 2 : 3 1 5 ) .
Blumhagen does not  d i s c u s s  the a p p l i c a b i l i t y  o f  the  
c o n ce p t  o f  c o g n i t i v e  d i s p a r i t y  t o  h i s  f i n d i n g s ,  p r esumab l y  
because o t h e r  c o g n i t i o n s  about  h y p e r t e n s i o n ,  e q u a l l y  remote  
f rom those e s t a b l i s h e d  by m e d i c i n e ,  were  not  s i g n i f i c a n t l y  
a s s o c i a t e d  w i t h  s a t i s f a c t i o n .  A n o t h e r  p r o b l e m  may be t h a t ,  
g i v e n  t h a t  p r o f e s s i o n a l  v ie w s  as t o  the a e t i o l o g y  of  
h y p e r t e n s i o n  a r e  q u i t e  v a r i e d  and s t i l l  c o n t e s t e d ,  i t  wou l d  
be q u i t e  d i f f i c u l t  t o  o p e r a t i o n a l i s e  the  con ce p t  of  
c o g n i t i v e  d i s t a n c e  and d i s p a r i t y  between p a t i e n t  and 
d o c t o r .  I n  any c a s e ,  the meaning o f  the  f i n d i n g  t h a t  
c e r t a i n  l a y  b e l i e f s  a re  p o s i t i v e l y  r e l a t e d  t o  s a t i s f a c t i o n  
r e m a i n s  o b s c u r e .  In  i s o l a t i o n  i t  i s  not  c l e a r  how such 
b e l i e f s  p l a y  a r o l e  in i n f l u e n c i n g  s a t i s f a c t i o n .
A n o t h e r  s t u d y  d e r i v i n g  f r om the ' E x p l a n a t o r y  
M o d e l s '  approach i s  a s tu d y  by P i l l  o f  womens'  e x p e r i e n c e  
o f  c y s t i t i s  and i t s  t r e a t m e n t  in g e n e r a l  p r a c t i c e  ( 1 9 8 7 ) .
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T h e r e  i s  no a t t e m p t  t o  measure p a t i e n t  s a t i s f a c t i o n ,  but  
the a u t h o r  o b s e r v e s  t h a t  the source  o f  d i s s a t i s f a c t i o n  in 
the sample o f  women appear ed  to a r i s e ,  n o t  out  o f  the  
d i s t a n c e  between l a y  and med ica l  mode l s  o f  the d i s o r d e r  o f  
c y s t i t i s ,  but  out  o f  the f a c t  t h a t  women c l o s e l y  a dher e d  t o  
the m e d i c a l  m o d e l .  The medica l  model depends upon 
i n f e c t i o u s  a e t i o l o g y ,  the use o f  t e s t s  t o  c o n f i r m  the  
pr e se n c e  o f  a t r e a t a b l e  c o n d i t i o n ,  and a n t i b i o t i c s  as  
t r e a t m e n t .  Where ,  as i s  o f t e n  the c a s e ,  women e x p e r i e n c e  
d i s t r e s s i n g  symptoms but  t h e r e  i s  no l a b o r a t o r y  
c o n f i r m a t i o n  o f  i n f e c t i o n ,  the m e d i c a l  model  p r o v i d e s  no 
s a t i s f a c t o r y  a l t e r n a t i v e  c o u r se s  o f  a c t i o n ,  t o  the  
f r u s t r a t i o n  o f  many women. A l t e r n a t i v e  r e s p o n s e s ,  such as  
s e l f  t r e a t m e n t  or  p r e v e n t a t i v e  s t r a t e g i e s  a r e  undermi ned by 
t h e i r  a cc e p t a n c e  o f  the medica l  m o d e l .  The paradox  of  t h i s  
r e s e a r c h  woul d  a p pear  t o  be t h e r e f o r e  t h a t  the g r e a t e r  the  
p r o x i m i t y  or  congruence  between l a y  and m e di c a l  mode l ,  
the g r e a t e r  the chances  of  f r u s t r a t i o n  and d i s s a t i s f a c t i o n  
w i t h  m e d i c a l  c a r e  by p a t i e n t s .
In n e i t h e r  the STD c l i n i c  nor  the  n e u r o l o g y  c l i n i c  
s t u d i e s  were E x p l a n a t o r y  Models  f o r m a l l y  e l i c i t e d .
H o w e ve r , in the n e u r o l o g y  c l i n i c  s t u d y ,  p a t i e n t s  were asked  
about  t h e i r  v i e w s  on the c a u s a t i o n ,  t i m i n g  and onset  o f  
t h e i r  h e adaches .  Only  a m i n o r i t y  of  p a t i e n t s  had c l e a r l y  
e s t a b l i s h e d  v i e w s  t h a t  would  c o r r e s p o n d  t o  K l e i n m a n ' s  
c o n c e p t i o n  of  the E x p l a n a t o r y  Mo d e l .  T h i s  group was 
s u f f i c i e n t l y  d i s t i n c t  t o  be c a t e g o r i z e d  on the b a s i s  t h a t  
t h e y  d i d  have c l e a r  v ie w s  of  t h e i r  headaches  as b e i n g  
m i g r a i n e .  The m a j o r i t y  of  p a t i e n t s  were  in v a r y i n g  d e g r e e s
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q u i t e  u n c e r t a i n  as t o  the  c a u s a t i o n  and r e a s o n s  f o r  o nset  
of  t h e i r  h e ad a c h e s .  A p r i m a r y  reason f o r  a t t e n d a n c e  was 
f o r  many t h a t  t h e y  had no a c c e p t a b l e  ( t o  t h e m s e l v e s )  
e x p l a n a t i o n  f o r  t h e i r  symptoms and were t o  v a r y i n g  d e gr ee s  
a n x i o u s  or  a l a r m e d .  T h i s  i s  one o f  the l i m i t a t i o n s  o f  the  
c o g n i t i v e  a n t h r o p o l o g i c a l  p e r s p e c t i v e .  To be more  
a p p r o p r i a t e  t o  sampl es  such as the one i n v e s t i g a t e d  in the  
n e u r o l o g y  c l i n i c ,  the E x p l a n a t o r y  Model  approach  has to  
i n c o r p o r a t e  the p o s s i b i l i t y  o f  p a t i e n t s  who have no c l e a r  
v i e ws  o f  t h e i r  symptoms.  I t  mi ght  be a r g u e d  t h a t  f o r  many 
o f  t h i s  sample who were  a n x i o u s  about  t h e i r  symptoms,  t h e i r  
EM f o c us ed  upon such p o s s i b i l i t i e s  as b r a i n  tumours  and 
h a e m o r r h a g e s , and t h a t  these  c o g n i t i o n s  were  i m p o r t a n t  in 
d e t e r m i n i n g  p a t i e n t s '  s a t i s f a c t i o n  w i t h  the c o n s u l t a n t .  
However many o t h e r  p a t i e n t s  d i d  not  f o c u s  t h e i r  w o r r i e s  on 
any p a r t i c u l a r  p o s s i b i l i t y ,  but  had e x h a u s t e d  any normal  
e x p l a n a t i o n  f o r  symptoms.  The EM approach  a l s o  needs to  
i n c o r p o r a t e  the p o s s i b i l i t y  t h a t  p a t i e n t s  who a r e  a n x i o u s  
because t h e y  l a c k  an e x p l a n a t i o n  f o r  symptoms may be 
r e a s s u r e d  l e s s  by a s u b s t a n t i v e  e x p l a n a t i o n  o f  the  n a t u r e  
o f  t h e i r  symptoms,  than by a b r i e f  s t a t e m e n t  t h a t  t h e i r  
symptoms a re  normal  . Wi th  some e x c e p t i o n s  n e u r o l o g i s t s  
r e a s s u r e d  p a t i e n t s ,  not  by p r o v i d i n g  EMs -  e x t e n s i v e  
e x p l a n a t i o n s  of  the p a t h o h y s i o l o g y  and a e t i o l o g y  o f  t h e i r  
symptoms -  but  by more condensed s t a t e m e n t s  t h a t  t h e i r  
symptoms were  normal  and not  based on s e r i o u s  d i s e a s e .
The c o g n i t i v e  a n t h r o p o l o g i c a l  a ppr oach  t hus  needs  
t o  a l l o w  f o r  such mi n i ma l  communicat ion o f  s u b s t a n t i v e  
c o n t e n t  b e i n g  s u c c e s s f u l .  Thus a l t h o u g h  d i s c u s s i o n s  of
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s u c c e s s f u l  r e a s s u r a n c e  emphasise  the need f o r  the c l i n i c i a n  
t o  p r o v i d e  e x p l a n a t i o n s ,  t h a t  i s  i n f o r m a t i o n ,  t h e y  a l s o  
s t r e s s  the i mpor t ance  o f  how communicat ion i s  conveyed  
(Sap i r a , 1972;  K e s s e l , 1 9 7 9 ) .  As Buchsbaum a r g u e s :  ' T h e  way 
the p h y s i c i a n  p r e s e n t s  i n f o r m a t i o n  t o  h i s  p a t i e n t  can be as  
i m p o r t a n t  to  p a t i e n t  r e a s s u r a n c e  as the c o n t e n t  o f  the  
i n f o r m a t i o n '  ( 1 9 8 6 : 4 2 6 ) .
For  o t h e r  p a t i e n t s  -  f o r  exa mpl e ,  many o f  those  
s e e k i n g  sympt omat ic  t r e a t m e n t  -  c o g n i t i v e  e x p l a n a t i o n s  f o r  
t h e i r  symptoms were o f  s ec on d a r y  concern i ndeed  t o  the more 
p r a g m a t i c  concern o f  o b t a i n i n g  some form o f  t r e a t m e n t .  To 
the e x t e n t  t h a t  EMs e x i s t e d  a t  a l l ,  t h e y  were h i g h l y  
condensed,  p a r t l y  u n c o n s c i o u s ,  and not  the pr i me  i n f l u e n c e  
upon b e h a v i o u r .  Such p a t i e n t s  s i m p l y  s u f f e r e d  h e ad a c h e s ,  
f o r  which t hey  wan t ed  some form of  t r e a t m e n t .  They were  
not  p a r t i c u l a r l y  c on c e rn e d  t o  make up t h e i r  c o g n i t i v e  
d e f i c i t ,  and were no t  t h e r e f o r e  p a r t i c u l a r l y  c on ce r ne d  by 
the l a c k  of  e x p l a n a t i o n s  p r o v i d e d  by the s p e c i a l i s t .
One group o f  p a t i e n t s  had c l e a r  EMs, a t  l e a s t  in 
the sense t h a t  t h e y  d e f i n i t e l y  v iewed t h e i r  headaches  as  
m i g r a i n e  and,  in v a r i o u s  ways o r g a n i s e d  t h e i r  v i e w s  o f  the  
o n s e t ,  course  and t r e a t m e n t  o f  t h e i r  symptoms around  t h i s  
c o n c e p t .  T h i s  group o f  p a t i e n t s  were a l s o  p a r t i c u l a r l y  
l i k e l y  to  e x p r es s  d i s s a t i s f a c t i o n ,  both in te rms o f  the  
medi ca l  t r e a t m e n t  and the communi cat i on  t h e y  r e c e i v e d  f rom  
the n e u r o l o g i s t .  C e r t a i n l y  t h e i r  i deas  about  t h e i r  h e a l t h  
pr ob l ems  d i f f e r e d  f rom those o f  the c l i n i c i a n .  To some 
e x t e n t  t h i s  group o f  p a t i e n t s '  o f t e n  s t r o n g l y  n e g a t i v e
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r e a c t i o n s  t o  t h e i r  t r e a t m e n t  may be u n d e r s t o o d  in te rms  o f  
K l e i n m a n ' s  mode l .  However the c on c e p t u a l  f ramework  needs  
r e f i n e m e n t  and a d a p t a t i o n .  The emphasis  in the  model i s  
upon the ' d i s p a r i t y '  between two s u b s t a n t i v e  s e t s  o f  i d e a s .  
The most  s t r i k i n g  d i f f e r e n c e  between the two p a r t i e s  in 
t h i s  case was not  the c o g n i t i v e  d i s p a r i t y  between t h e i r  EMs 
but  t h e i r  q u i t e  d i f f e r e n t  agenda .  The n e u r o l o g i s t s  in the  
sample were most c o n ce r ne d  about  d i f f e r e n t i a l  d i a g n o s i s  -  
t h a t  i s  e l i m i n a t i n g  the remote  p o s s i b i l i t y  o f  c e r t a i n  
s e r i o u s  l e s i o n s  b e i n g  r e s p o n s i b l e  f o r  symptoms and then  
d i s t i n g u i s h i n g  between a smal l  number o f  o t h e r  more  
' f u n c t i o n a l '  symptoms.  P e r s o n a l i s e d  e x p l a n a t i o n s  o f  c au s e ,  
and o f  f undamenta l  p a t h o p h y s i o l o g y ,  o f  the s p e c i f i c  r e a s o n s  
f o r  on s e t  and o f  the l i k e l y  course  of  any p a r t i c u l a r  case  
were  o f  no a p p a r e n t  concer n  t o  the c l i n i c i a n  and c e r t a i n l y  
not  f o c us ed  upon in d i s c u s s i o n s  w i t h  p a t i e n t s .  Thus the  
b a s i s  o f  d i s a p p o i n t m e n t  f o r  many o f  t h i s  group o f  p a t i e n t s  
was l e s s  the d i s t a n c e  between t h e i r  v ie ws  and those  of  
t h e i r  d o c t o r s  -  l e s s  a m a t t e r  o f  s u b s t a n t i v e  c o g n i t i v e  
d i f f e r e n c e s  -  and more a d i f f e r e n c e  o f  p r a c t i c a l  agenda.  
P a t i e n t s ,  i t  may be r e c a l l e d ,  b e l i e v e d  t h a t  such f a c t o r s  as  
' s t r e s s '  and ' d i e t '  m i g h t  be amongst the b i o g r a p h i c a l  
i s s u e s  the n e u r o l o g i s t  wou l d  wish to  c o n s i d e r .  I n  t h i s  
sense t h e i r  EMs were q u i t e  c l o s e  t o  many s e c t i o n s  o f  the  
m ed i c a l  r e s e a r c h  communi ty ,  f o r  whom both f a c t o r s  a re  a l s o  
of  g r e a t  p o t e n t i a l  i n t e r e s t .  However the c on ce r ns  and 
i n t e r e s t s  o f  those i n v o l v e d  in f undament a l  r e s e a r c h  may 
d i v e r g e  f rom those o f  the p r a c t i c i n g  c l i n i c i a n .  In t h i s  
f i e l d  o f  m e d i c i n e ,  d i e t a r y ,  a l l e r g i c ,  or  p sychosomat i c  
mechanisms appear  of  p u r e l y  ' t h e o r e t i c a l '  i n t e r e s t  to  the
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m a j o r i t y  o f  c l i n i c i a n s ,  and a re  o f  o n l y  modest  p r a c t i c a l  
consequence in the management  o f  most p a t i e n t s .
To r e t u r n  t o  B lumhagen ' s  d i l emma,  the q u e s t i o n  
r e m a i n s  as to  why c e r t a i n  b e l i e f s  a re  a s s o c i a t e d  w i t h  
s a t i s f a c t i o n  or  d i s s a t i s f a c t i o n .  A g a i n ,  i t  i s  s u g g e s t e d  
f r om the n e u r o l o g y  s t u d y  t h a t  the EM approach needs  t o  be 
expa n d e d .  The v ie w s  and grounds  f o r  subsequent  
d i s s a t i s f a c t i o n  o f  one group of  p a t i e n t s  were  more c l e a r l y  
u n d e r s t a n d a b l e  in r e l a t i o n  t o  p a r t i c u l a r  c on c e r n s  and 
p a r t i c u l a r  s t a g e s  in the i l l n e s s  c a r e e r  o f  the m i g r a i n e  
s u f f e r e r .  T h e i r  sense o f  the  p e r so n a l  c o m p l e x i t y  o f  
symptoms,  and the need f o r  the c l i n i c i a n  t o  t a k e  s e r i o u s  
a cc ou n t  of  the p a t i e n t ' s  p a r t i c u l a r  b i o g r a p h y  made sense in 
the  c o n t e x t  o f  l on g  te rm m i g r a i n e  s u f f e r i n g  and M a c I n t y r e  
and 01 (±nan' s c oncept  o f  the c h r o n i c  i l l n e s s  s u f f e r e r  as  
' e x p e r t ' .  The l i m i t a t i o n  o f  The EM approach i s  t h a t  i t  may 
i s o l a t e  p a t i e n t s '  c o g n i t i o n s  f rom t h e i r  s o c i a l  and 
b i o g r a p h i c a l  c o n t e x t  and t h e r e b y  l ose  some o f  the  
e x p l a n a t o r y  power o f  t h a t  c o n t e x t .
Thus t o  summar i se ,  t h i s  approach t o  the  
u n d e r s t a n d i n g  o f  p a t i e n t  s a t i s f a c t i o n  has been 
u n d e r - i n v e s t i g a t e d .  I t s  v a l u e  i s  most c l e a r  in the case of  
m a j o r  c u l t u r a l  d i f f e r e n c e s  a r i s i n g  f rom c u l t u r a l  m i g r a t i o n  
in wh i ch  s e r i o u s  c ommuni ca t i on  prob l ems in the p r a c t i c e  of  
m e d i c i n e  c l e a r l y  a r i s e .  The a p p l i c a b i l i t y  o f  t h i s  approach  
t o  more mundane me d i c a l  c o n t e x t s  r e ma i n s  t o  be e xa mi ned .  
C e r t a i n  probl ems p e r s i s t .  The r o l e  o f  a n x i e t y  and emot i on  
i s  n e g l e c t e d .  The a f f e c t i v e  components o f  becoming i l l .
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s e e k i n g  he l p  and r e a s s u r a n c e  and r e c e i v i n g  s u p p o r t  f r om  
s e e i n g  a d o c t o r ,  which  p l a y  such an i m p o r t a n t  p a r t  in Ben 
S i r a ' s  mode l ,  a r e  n e g l e c t e d  in t h i s  a pp r oa c h .  The r e s u l t  
i s  an u nba l anc e d  account  of  the e x p e r i e n c e  o f  i l l n e s s  and  
h e l p  s e e k i n g .  The r o l e  o f  condensed correnun i c a t  i on in wh i ch  
n o t h i n g  much i s  s a i d ,  but  conwnun i c a t  i on a pp e a r s  s u c c e s s f u l ,  
i s  no t  e a s i l y  appr oached  by t h i s  p e r s p e c t i v e .  Above a l l  the  
case t h a t  c o g n i t i o n s  a r e  the p r i m a r y  d e t e r m i n a n t  o f  i l l n e s s  
b e h a v i o u r  i s  not  e s t a b l i s h e d .  On the o t h e r  hand,  more than  
the  o t h e r  a pp r o a c he s ,  t h i s  p e r s p e c t i v e  does i n s i s t  t h a t  
s a t i s f a c t i o n  w i t h  c a r e  i s  p r e d i c a t e d  upon the meani ng  o f  
i l l n e s s  to  the i n d i v i d u a l .  However as a model o f  p a t i e n t  
s a t i s f a c t i o n  the c o g n i t i v e  a n t h r o p o l o g i c a l  approach  i s  
f l a w e d  because of  i t s  emphas is  upon l a y  c o g n i t i v e  mode l s  as  
d e t e r m i n a n t s  o f  e v a l u a t i o n  w i t h o u t  r e f e r e n c e  t o  the g o a l s ,  
p l a n s ,  c o n c e rn s ,  and a n x i e t i e s  which m o t i v a t e  p a t i e n t s  to  
s e a r c h  f o r  c o g n i t i v e  p a t t e r n s .
2 .  The r o l e  e x p e c t a t i o n s  approach
A second approach t o  p a t i e n t  s a t i s f a c t i o n  t h a t  was  
c o n s i d e r e d  as o f f e r i n g  a p o s s i b l e  model of  the p r o c e s s  
wh e re by  p a t i e n t s  e v a l u a t e  h e a l t h  c a r e  f o c u s ed  upon 
p a t i e n t s '  e x p e c t a t i o n s .  T h i s  p e r s p e c t i v e  o f f e r s  a v a r i e t y  
o f  p o s s i b l e  i n s i g h t s  i n t o  the d e t e r m i n a n t s  o f  s a t i s f a c t i o n .  
One approach to  the  concept  of  e x p e c t a t i o n s  i s  M e c h a n i c ' s  
v i e w  t h a t  p a t i e n t s  have an ' i ma ge  o f  the p h y s i c i a n ' s  r o l e  
and the way i t  s ho u l d  be p e r f o r m e d '  ( M e c h a n i c , 1 9 7 8 : 4 0 7 )  in 
t e r ms  o f  which the p a t i e n t  e v a l u a t e s  the d o c t o r  and the  
t r e a t m e n t  he or  she r e c e i v e s .  ' T h i s  i m a g e ' .  Mechan i c
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c o n t i n u e s ,  ' r e f l e c t s  the s o c i e t a l  d e f i n i t i o n  o f  the  
p h y s i c i a n ' s  r o l e ,  and sub c u l t u r a l  e x p e c t a t i o n s ,  as w e l l  as  
t he  c o n c e p t i o n s  f ormed by the p a t i e n t  t h r ough p r i o r  
e x p e r i e n c e '  ( 1 9 7 8 : 4 0 7 ) .  Thus Mechani c  s u g g e s t s  t h a t  
c u l t u r a l  d i f f e r e n c e s  in e x p e c t a t i o n s  o f  the  d o c t o r ' s  r o l e  
may be i m p o r t a n t  s ou r c e s  o f  v a r i a t i o n  in s a t i s f a c t i o n .
H e n l e y  ( 1 9 7 9 : 5 8 )  p r o v i d e s  e v i d e n c e  o f  such c u l t u r a l  
v a r i a t i o n s  in c o n c e p t i o n s  o f  the d o c t o r ' s  r o l e  w i t h  r e g a r d  
t o  E as t  A f r i c a n  A s i a n s  h o s p i t a l i s e d  in En g l an d  who a r e  
s u p r i s e d  by the more i n p e r s o n a l  s t y l e  of  d o c t o r s .
S ev e r a l  i n v e s t i g a t o r s  have a t t e m p t e d  t o  e x t e n d  t h i s  
a ppr oach  to  e x p l a i n  i n t r a  c u 1 t u r a l  v a r i a t i o n s  in 
s a t i s f a c t i o n ,  on the  b a s i s  o f  v a r i a t i o n s  in p a t i e n t s '  r o l e  
e x p e c t a t i o n s .  Thus La r sen  and Rootman draw on r o l e  t h e o r y  
t o  a rgue  t h a t  ' . . b o t h  the  p h y s i c i a n  and p a t i e n t  h o l d  
e x p e c t a t i o n s  o f  t h e i r  own and the o t h e r ' s  r o l e . . .  The more 
a p h y s i c i a n ' s  r o l e  p e r f o r ma nc e  meet s  a p a t i e n t ' s  
e x p e c t a t i o n s ,  the more s a t i s f i e d  the p a t i e n t  w i l l  be w i t h  
the  p h y s i c i a n ' s  s e r v i c e s '  ( 1 9 7 9 : 2 9 - 3 0 ) .  T h e i r  method o f  
i n v e s t i g a t i o n  i s  a ' p h y s i c i a n  c o n f o r m i t y  i n d e x '  which  
e l i c i t s  p a t i e n t s '  v i e ws  o f  the e x t e n t  to whi ch  the  d o c t o r  
conf or ms  t o  v a r i o u s  e x p e c t a t i o n s .  The i t ems a r e  g e n e r a l l y  
p h r a s e d  q u e s t i o n s  such as 'Make house c a l l s '  and ' A v o i d  
g i v i n g  a d v i c e  o ver  the p h o n e ' .  P e r c e p t i o n s  o f  c o n f o r m i t y  
were  f ound t o  be c o r r e l a t e d  w i t h  s a t i s f a c t i o n  and t h i s  was 
u n r e l a t e d  t o  s o c i oeconomi c  b ackgr ound .  A s i m i l a r  approach  
i s  a do p t e d  by Segal  1 and B u r n e t t  ( 1 9 8 0 ) .  Both s t u d i e s  
examine v i ews  in r e l a t i o n  t o  the d o c t o r  t h a t  the  p a t i e n t  
r e g u l a r l y  a t t e n d s .  Thus t h i s  approach s t r e s s e s  the
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i mp o r ta n ce  o f  s t a t i c ,  s t a b l e  r o l e  e x p e c t a t i o n s ,  h e l d  by the  
p a t i e n t ,  as d e t e r m i n a n t s  o f  p a t i e n t  s a t i s f a c t i o n .
The most f r e q u e n t l y  examined a l t e r n a t i v e ,  l e s s  
c l e a r l y  d e r i v e d  f rom s o c i a l  t h e o r y ,  more s i m p l y  exami nes  
the  n o t i o n  t h a t  p a t i e n t s  a t  any s p e c i f i c  c o n s u l t a t i o n  
have p a r t i c u l a r  e x p e c t a t i o n s  o f  what  s hou l d  happen in t e rms  
o f  whi ch  t hey  e v a l u a t e  t h e i r  t r e a t m e n t .  T h i s  approach  t o  
s a t i s f a c t i o n  has been q u i t e  common 1 y used t o  examine  
t r e a t m e n t  e x p e c t a t i o n s  and s a t i s f a c t i o n  in g e n e r a l  
p r a c t i c e ,  e s p e c i a l l y  w i t h  r e g a r d  to  p a t i e n t s '  v i e w s  on 
p r e s c r i p t i o n s  ( J o n e s , 1979 ;  F i t t o n  and A c he so n , 1 9 7 9 ;
Rapopor  t , 1 9 7 9 ) .
Thus t h e r e  a r e  s e v e r a l  d i f f e r e n t  i n t e r p r e t a t i o n s  of  
the  concept  of  e x p e c t a t i o n s .  Conceptua l  and s em a nt i c  
a m b i g u i t i e s  as t o  the meani ng o f  the term ' e x p e c t a t i o n s '  in 
t h i s  f i e l d  a re  a p a r t i c u l a r  h a z a r d  (Uhlmann e t  a l . ,  1 9 8 4 ) .  
The n e u r o l o g i c a l  s t u d y  f ound  l i t t l e  e v i d e nc e  t h a t  p a t i e n t s  
a ppr oached  the c l i n i c  w i t h  c l e a r  r o l e  e x p e c t a t i o n s  however  
c o n c e i v e d .  P a t i e n t s  h e l d  some t a c i t  e x p e c t a t i o n s  o f  the  
s p e c i a l i s t ,  such as f o r  example t h a t  he was an e x p e r t ,  
k n o w l e d g e ab l e  in the f i e l d  o f  headache ,  and t h a t ,  as a 
c o n s u l t a n t ,  he woul d  have somewhat more t ime than t h e i r  
g e n e r a l  p r a c t i t i o n e r  t o  t ake  t h e i r  c o m p l a i n t s  s e r i o u s l y .  
P a t i e n t s  were so l a c k i n g  in knowledge of  n e u r o l o g y  t h a t  
t h e y  c o u l d  o n l y  guess a t  the ways in which the s p e c i a l i s t  
m i g h t  h e l p  them.  In t h i s  r e s p e c t  e x p e c t a t i o n s  were as i l l  
d e f i n e d  and f l u i d  as o t h e r  p a t i e n t  groups a t t e n d i n g  
u n f a m i l i a r  forms  o f  c a r e  ( L i p t o n  and S v a r s t a d , 1974 ;  Skuse ,
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1 9 7 5 ) .  The approach o f  i n v e s t i g a t o r s  such as La r sen  and 
Rootman i n v o l v e s  a ssumpt i ons  r e g a r d i n g  the s t a b i l i t y  of  
e x p e c t a t i o n s  t h a t  f o r  the s e t t i n g  o f  the o u t p a t i e n t  c l i n i c  
a t  l e a s t  were  i n a p p r o p r i a t e .  Many o f  p a t i e n t s '  
e x p e c t a t i o n s  were c o n t i n u o u s l y  r e v i s e d  in the  l i g h t  o f  
f r e s h  e v i d e n c e  such as the r e s e a r c h  i n t e r v i e w  i t s e l f .  
E x p e c t a t i o n s  e l i c i t e d  b e f o r e  p a t i e n t s '  c o n s u l t a t i o n s  were  
no t  e x p r e s s e d  w i t h  s u f f i c i e n t  c o n v i c t i o n  t h a t  t h e y  were  
l i k e l y  t o  be the b a s i s  or  c r i t e r i a  o f  p a t i e n t s '  j ud g e me n t s  
o f  t h e i r  t r e a t m e n t .  Mor eover  t h e r e  was l i t t l e  a p p a r e n t  
v a r i a b i l i t y  in e xp r es se d  e x p e c t a t i o n s  of  the k i n d  t h a t  
m i g h t  be a s s o c i a t e d  w i t h  and e x p l a i n  subsequent  
s a t  i s f a c t  i o n .
The f r u s t r a t i o n  o f  some p a t i e n t s '  t a c i t  
e x p e c t a t i o n s  was q u i t e  a p p a r e n t  in t h e i r  c r i t i c a l  comments 
of  the h o s p i t a l  v i s i t .  In p a r t i c u l a r  the d o c t o r  had 
a p p e a r e d  not  to  t ake  them s e r i o u s l y  and had been no l e s s  
c u r s o r y  than t h e i r  g e ner a l  p r a c t i t i o n e r .  Thus t h e r e  i s  in 
such p a t i e n t s '  d i s s a t i s f a c t i o n  s u p p o r t  f o r  the  c oncept  o f  
r o l e  e x p e c t a t i o n s  as a d e t e r m i n a n t  o f  s a t i s f a c t i o n .  In  the  
sense t h a t  p a t i e n t s '  e x p e c t a t i o n s  o f  a s p e c t s  o f  the  
s p e c i a l i s t ' s  r o l e  -  t h a t  he t ake  probl ems in which  he i s  an 
e x p e r t  more s e r i o u s l y  than a GP -  were the sour ce  of  
d i s a p p o i n t m e n t .  However to  f i n d  the reason why o n l y  some 
p a t i e n t s  were  f r u s t r a t e d  when i t  ap p ea r ed  t h a t  a l l  r e c e i v e d  
r a t h e r  s i m i l a r l y  r o u t i n e  t r e a t m e n t ,  one has t o  look beyond  
p a t i e n t s '  r o l e  e x p e c t a t i o n s .  Here the c oncept  o f  c o n c e r n s  
p r o v e d  i n v a l u a b l e .  The c oncept  u n d e r l i n e s  the d i v e r s i t y  of  
g o a l s  and purposes  t h a t  may e x i s t  in a c l i n i c  p o p u l a t i o n
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t h a t  i s  r a t h e r  homogeneous when v i e we d  frcxn a p u r e l y  
m e d i c a l  p e r s p e c t i v e .  The c on ce r ns  o f  some p a t i e n t s  t o  
o b t a i n  sympt omat ic  t r e a t m e n t  were such t h a t  the r o u t i n e ,  
c u r s o r y  t r e a t m e n t  t h e y  r e c e i v e d  was not  a p a r t i c u l a r  s o ur ce  
o f  d i s a p p o i n t m e n t ;  f o r  p a t i e n t s  w i t h  a concern  f o r  more  
f u n d a me nt a l  p r e v e n t i v e  i n t e r v e n t i o n s ,  the same t r e a t m e n t  
was a d i s a p p o i n t m e n t  s i n c e ,  by seeming not  to  t ake  the  
p a t i e n t ' s  p r ob l em s e r i o u s l y ,  the d o c t o r  had made the  
h o s p i t a l  v i s i t  a ' w a s t e  o f  t i m e ' .  To summar i ze ,  such t a c i t  
e x p e c t a t i o n s  as e x i s t e d  in the sample were u n i v e r s a l l y  h e l d  
and c o u l d  not  p r o v i d e  the b a s i s  o f  an e x p l a n a t i o n  f o r  such  
d i v e r s e  r e s p o n s e s ;  the d i v e r s i t y  o f  p a t i e n t s '  c o ncer ns  
e x p l a i n e d  why such t a c i t  e x p e c t a t i o n s  became s a l i e n t  f o r  
some p a t i e n t s .
3 .  The r o l e  o f  emot i ona l  and a f f e c t i v e  f a c t o r s
F i n a l l y ,  the c on ce p t u a l  f ramework  p r o v i d e d  by Ben 
S i r a  may be e v a l u a t e d  in r e l a t i o n  t o  the two s u r v e y s .  I t  
has been f r e q u e n t l y  obs er v e d  in t h i s  t h e s i s  how i m p o r t a n t  
i s  t h i s  p e r s p e c t i v e  because ,  by c o n t r a s t  w i t h  the c o g n i t i v e  
emphases o f  both  the E x p l a n a t o r y  Mo d e l s  approach and,  in a 
d i f f e r e n t  way,  r o l e  e x p e c t a t i o n s  t h e o r y ,  Ben S i r a ' s  
c o n c e p t s  u n d e r l i n e  the e mo t i on a l  and a f f e c t i v e  a s p e c t s  o f  
i l l n e s s  and h e l p  s e e k i n g .
Ben S i r a ' s  s p e c i f i c  a f f e c t i v e  model  was not  
s u p p o r t e d  by the STD c l i n i c  s u r v e y .  T h e r e  seemed no r e as o n  
t o  a s s i g n  p r i ma c y  to  p e r c e p t i o n s  o f  the d o c t o r ' s  a f f e c t i v e  
b e h a v i o u r  over  p e r c e p t i o n s  o f  t e c h n i c a l ,  i n s t r u m e n t a l
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b e h a v i o u r  in d e t e r m i n i n g  s a t i s f a c t i o n  w i t h  t r e a t m e n t ,  s i n c e  
both  s e t s  o f  p o s i t i v e l y  skewed v a r i a b l e s  were e q u a l l y  
s t r o n g l y  a s s o c i a t e d  w i t h  s a t i s f a c t i o n  w i t h  t r e a t m e n t .  H i s  
v i e w  o f  e mo t i o n s  in r e l a t i o n  t o  i l l n e s s  i s  u n e c e s s a r i l y  
s t a t i c  and uni  d i men s i on a l  -  p e op l e  a r e  v i e we d  as h a v i n g  a 
' l e v e l  o f  concern  about  h e a l t h '  wh i ch  i s  r e l a t i v e l y  s t a b l e  
o v er  t i m e .  T h i s  i g no r e s  e v i d e n c e  o f  the d i f f e r e n t  l e v e l s  
a t  wh i ch  p e op l e  c on ce i ve  of  t h e i r  h e a l t h  ( W i l l i a m s , 1 9 8 3 ) ,  
and does no t  a l l o w  f o r  the p o s s i b i l i t y  o f  r e a s s u r a n c e  as a 
m a j o r  outcome of  c o n s u l t a t i o n .  The model  does not  a l l o w  
f o r  a d i v e r s i t y  o f  d i f f e r e n t  k i n d s  and f o c u s e s  o f  co n ce r ns  
amongst  p a t i e n t s  s e e k i n g  medica l  c a r e .  C o n s e q u e n t l y  the  
model  makes few u s e f u l  p r e d i c t i o n s  in r e l a t i o n  to  the  
d e t e r m i n a n t s  of  s a t i s f a c t i o n  in p a t i e n t s  who do not  happen  
t o  be a n x i o u s  about  t h e i r  h e a l t h ,  and who c o n s u l t  f o r  o t h e r  
c o n c e r n s .  On the o t h e r  hand h i s  model  does a f f i r m  the  
i mp o r t a nc e  o f  concer ns  in the e x p e r i e n c e  o f  h e l p  s e e k i n g .  
A l t h o u g h  i t  i s  unne c es s ar y  and i nde ed  u n w a r r a n t e d  to  see  
p a t i e n t s  as s o l e l y  r e l i a n t  on a f f e c t i v e  s u pp o r t  t o  j udge  
t h e i r  c a r e ,  n e v e r t h e l e s s  the a f f e c t i v e  d i mensi on  of  i l l n e s s  
e x p e r i e n c e  i s  i m p o r t a n t .  C e r t a i n  k i n d s  o f  d i s t r e s s  and 
c e r t a i n  k i n d s  of  concer ns  were more s t r o n g l y  a s s o c i a t e d  
w i t h  p a t i e n t  d i s s a t i s f a c t i o n  in the STD c l i n i c .  A l th o u g h  
not  d i r e c t l y  p r e d i c t e d  by Ben S i r a ' s  m o d e l ,  the o c cu r r e n c e  
o f  such pr ob l ems  in the STD c l i n i c  was d e t e c t e d  as a r e s u l t  
of  p u r s u i n g  the a f f e c t i v e  meaning o f  t h e i r  i l l n e s s  f o r  
p a t  i e n t s .
In  the n e u r o l o g y  s t u d y ,  a f f e c t i v e  and i n s t r u m e n t a l  
a s p e c t s  o f  the d o c t o r ' s  b e h a v i o u r  were  q u i t e  c l o s e l y
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c o n n e c t e d  in p a t i e n t s '  j u d g e men t s .  Thus  p a t i e n t s  who were  
d i s a p p o i n t e d  w i t h  the d o c t o r s '  t r e a t m e n t  e x p r e s s e d  t h i s  in 
t e r ms  o f  a s p e c t s  o f  the d o c t o r ' s  t e c h n i c a l  b e h a v i o u r  as  
w e l l  as a f f e c t i v e  i t ems such as showing i n t e r e s t .  The  
d o c t o r  was p e r c e i v e d ,  f o r  exampl e ,  as h a v i n g  i n a d e q u a t e l y  
exami ned  the  p a t i e n t  and as h a v i n g  shown no p e r so n a l  
i n t e r e s t .  S p e c i f i c  p r e d i c t i o n s  f r om Ben S i r a ' s  model  do 
not  a pp e a r  t o  be s u p p o r t e d .  In p a r t i c u l a r ,  the groups  of  
p a t i e n t s  who were  e s p e c i a l l y  c on ce r n e d  w i t h  p r e v e n t i v e  
i n t e r v e n t i o n s  and who had c l e a r  v i e w s  o f  t h e i r  headaches in 
t e r ms  o f  m i g r a i n e  mi gh t  be t hought  t o  be l e s s  r e l i a n t  upon 
the d o c t o r ' s  a f f e c t i v e  b e h a v i o u r  because o f  the i mpor t ance  
o f  knowledge  in Ben S i r a ' s  mode l .  However  t h e y  seemed 
p a r t i c u l a r l y  t o  j udge  c l o s e l y  the b e n e f i t s  o f  t h e i r  
c o n s u l t a t i o n s  on the b a s i s  o f  how p e r s o n a l l y  i n t e r e s t e d  the  
d o c t o r  a p p e a r e d  in t h e i r  case h i s t o r i e s .  A f f e c t i v e  and 
i n s t r u m e n t a l  a s p e c t s  of  the d o c t o r ' s  b e h a v i o u r  were  
i n t i m a t e l y  c o n n e c t e d  in such j u d g e m e n t s .  However these  
p a t i e n t s  were  v e r y  d e f i n i t e l y  not  a n x i o u s  or  w o r r i e d  about  
the  mean i ng  o f  t h e i r  symptoms.  Nor  were  t h e y  s e e k i n g  
e m o t i o n a l  s u p p o r t .  In c o n t r a d i c t i o n  t h e r e f o r e  to  Ben 
S i r a ' s  t h e o r y  the i mpor tance t o  t h i s  group o f  a f f e c t i v e  
b e h a v i o u r  such as i n t e r e s t  d i d  not  a r i s e  out  o f  a n x i e t y  and 
the need f o r  e mo t i o n a l  s u p p o r t .  I t  a r o se  f rom a ( m i s t a k e n )  
v i e w  t h a t  the s p e c i a l i s t  would  be a b l e  t o  pay some 
a t t e n t i o n  t o  t h e i r  b i o g r a p h i c a l  and p e r s o n a l  d e t a i l s  in 
o r d e r  t o  h e l p  p r e v e n t  t h e i r  r e c u r r e n t  m i g r a i n e s .  Once 
a g a i n ,  the r e a s o n s  f o r  the i mpor t ance  o f  a f f e c t i v e  f a c t o r s  
f o r  t h i s  group o f  p a t i e n t s  in the sample i s  not  p r o v i d e d  
f o r  by the g e n er a l  concept ua l  model  o f  p a t i e n t  s a t i s f a c t i o n
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and o n l y  emerged f rom c l o s e r  c o n s i d e r a t i o n  o f  the meani ng  
t o  p a r t i c u l a r  g roups  of  p a t i e n t s '  o f  t h e i r  symptoms.
At  a more g e n e r a l  l e v e l  Ben S i r a ' s  model  u l t i m a t e l y  
e mphas i ses  a f f e c t i v e  f a c t o r s  on the b a s i s  t h a t  e v i d e n c e  of  
i n t e r e s t  and p e r s o n a l  concern shown by the d o c t o r  t o  the  
p a t i e n t  a r e  the most i mp o r ta n t  c o n s i d e r a t i o n  in the  
p a t i e n t ' s  e v a l u a t i o n  o f  t r e a t m e n t .  T h i s  was d i f f i c u l t  t o  
s u p p o r t  in d e t a i l  f rom the second s u r v e y ,  and i t  was 
s ug g e s t e d  t h a t  Ben S i r a ' s  own samples  and methods were no 
more c o n v i n c i n g .  Above a l l ,  the emphas i s  in h i s  model i s  
upon a s i n g l e  e x p l a n a t o r y  concept  -  the i mpor t a nce  o f  
p e r c e p t i o n s  o f  a f f e c t i v e  b e h a v i o u r .  T h i s  s i m p l e  
e x p l a n a t i o n  n e g l e c t s  the v e r y  d i v e r s i t y  o f  d i f f e r e n t  
r e a s o n s  why the  d o c t o r ' s  i n t e r p e r s o n a l  b e h a v i o u r  may come 
t o  be a f o c u s  o f  c o n c e r n .  One consequence o f  the f i n d i n g  
t h a t  the  model  does not  s ta n d  up t o  d e t a i l e d  c r i t i c i s m  i s  
t h a t  the  p a t i e n t ' s  r o l e  as o b s e r v e r  and j ud g e  o f  h i s  or  her  
h e a l t h  c a r e  i s  r e s t o r e d .  There  a re  no grounds  f o r  n a r r o w l y  
l i m i t i n g  the  p a t i e n t ' s  c a p a c i t i e s  t o  j u d g e  the v a l u e  o f  
c a r e  .
Common t o  a l l  t h r e e  of  the c o n c e p t u a l  a ppr oaches  
c o n s i d e r e d  h e r e  i s  the absence o f  c o n s i d e r a t i o n  o f  the  
g o a l s  and c o n c e r n s  o f  p a t i e n t s  when s e e k i n g  c ar e  and the  
r o l e  t h e y  p l a y  in s hap i ng  p a t i e n t  s a t i s f a c t i o n .
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The v a l u e  o f  p a t i e n t  s a t i s f a c t i o n  r e s e a r c h
The d i r e c t i o n  in which t h i s  a n a l y s i s  has gone so 
f a r  i s  c o n s i s t e n t  w i t h  L i n d e r - P e l z ' s  c o n c e p t u a l  d e f i n i t i o n  
o f  p a t i e n t  s a t i s f a c t i o n  as ' t h e  i n d i v i d u a l ' s  p o s i t i v e  
e v a l u a t i o n s  o f  d i s t i n c t  d i men s i on s  o f  h e a l t h  c a r e '
( L i n d e r - P e l z , 1 9 8 2 : 5 8 0 ) .  T h i s  d e f i n i t i o n  i s  a u s e f u l  one 
because  i t  u n d e r l i n e s  the i mpor t ance  o f  e v a l u a t i o n  and a l s o  
because i t  s t r e s s e s  the m u l t i d i m e n s i o n a l  n a t u r e  o f  the  
phenomenon.  The e v i d e n c e  o f  the two s u r v e y s  r e p o r t e d  he r e  
i n d i c a t e s  t h a t  p a t i e n t s  e v a l u a t e  a wi de  v a r i e t y  o f  d i s t i n c t  
a s p e c t s  o f  t h e i r  h e a l t h  c a r e .  Few s u r v e y s  o f  p a t i e n t  
s a t i s f a c t i o n  r e f l e c t  t h i s  by e xa m i n i n g  p a t i e n t s '  j ud g e men t s  
w i t h  r e g a r d  to  a wi de  range o f  d i me n s i o n s  o f  t h e i r  c a r e ,  
but  t e n d  i n s t e a d  t o  be s e l e c t i v e  in f o c u s ,  depen d i n g  on the  
s p e c i f i c  i n t e r e s t s  o f  the i n v e s t i g a t o r .  A t  the o u t s e t  i t  
was a r g u e d  t h a t  q u i t e  d i v e r s e  t y p e s  o f  e n q u i r y  a r i s i n g  f rom  
d i f f e r e n t  i n t e r e s t s  converge  upon the s u b j e c t  o f  p a t i e n t  
s a t i s f a c t i o n  and any assessment  o f  p a t i e n t  s a t i s f a c t i o n  
r e s e a r c h  needs t o  a d d r es s  these  d i f f e r e n t  i n t e r e s t s .  The 
d i s t i n c t i o n s  between d i f f e r e n t  uses and i n t e r e s t s  in 
p a t i e n t  s a t i s f a c t i o n  used in the f i r s t  c h a p t e r  i s  t o  some 
e x t e n t  a r b i t r a r y .  H e a l t h  a u t h o r i t i e s  were  t r e a t e d  as  
p r i m a r i l y  conce r ne d  w i t h  the s t r u c t u r e  o f  the s e r v i c e s  f o r  
whi ch t h e y  a r e  r e s p o n s i b l e ,  a l t h o u g h ,  c l e a r l y ,  t h e i r  
r e s p o n s i b i l i t y  e x t e n d s  a l s o  t o  the  c l i n i c a l  b e h a v i o u r  o f  
h e a l t h  p r o f e s s i o n a l s .  S i m i l a r l y  c l i n i c i a n s  were  r e g a r d e d  
as b e i n g  conce r ne d  w i t h  l essons  t o  be g a i n e d  f rom p a t i e n t
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s a t i s f a c t i o n  r e s e a r c h  in a r e a s  such as the  ' a r t  o f  c a r e ' .  
However  p a r t i c u l a r l y  in p r i m a r y  c a r e ,  the s t r u c t u r e  of  
s e r v i c e s  i s  o f  i n c r e a s i n g  i mpor t ance  t o  the  h e a l t h  
p r o f e s s i o n a l  and the  p a t i e n t ' s  assessment  i s  o f  c e n t r a l  
v a l u e .  Thus t h e r e  i s  a somewhat a r t i f i c i a l  e l e m e n t  t o  the  
d i v i s i o n s .  On the o t h e r  hand t h e r e  may w e l l  be some b a s i s  
f o r  m a i n t a i n i n g  t h a t  h e a l t h  a u t h o r i t i e s  w i l l  in the  
i mmedi a te  f u t u r e  be l a r g e l y  i n t e r e s t e d  in p a t i e n t  
s a t i s f a c t i o n  w i t h  r e g a r d  t o  the o r g a n i s a t i o n a l ,  and ' h o t e l '  
a s p e c t s  o f  c a r e ;  c l i n i c a l  i n t e r e s t  w i l l  f o c u s  on p a t i e n t  
s a t i s f a c t i o n  w i t h  ' t h e  a r t  o f  c a r e '  and h e a l t h  s e r v i c e s  
r e s e a r c h  w i l l  be the main i n t e r e s t  group l i k e l y  t o  use 
p a t i e n t s '  v i e ws  w i t h  r e g a r d  t o  outcomes.
H e a l t h  a u t h o r i t i e s
Most  a c t i v e l y  i n v e s t i g a t i n g  the v ie w s  o f  p a t i e n t s  
a r e  the  s t a t u t o r y  H e a l t h  A u t h o r i t i e s  who,  s i n c e  G r i f f i t h s  
have been e n j o i n e d  t o  seek out  the p e r c e p t i o n s  o f  t h e i r  
consumers more e n e r g e t i c a l l y .  Most  d i s t r i c t  h e a l t h  
a u t h o r i t i e s  appear  a t  l e a s t  to  have a c c e p t e d  the  
r e s p o n s i b i l i t y  and have in the f i r s t  i n s t a n c e  a c t e d  by  
c r e a t i n g  p o s t s  such as the 'consumer  a f f a i r s  o f f i c e r '  in 
B r i g h t o n  ( Bowden e t  a l . , 1 9 8 6 )  and the q u a l i t y  c o n t r o l  
manager  in Tameside  and Glossop ( F i s h e r , 1 9 8 6 ) ,  or  
m a n a g e r i a l  g roups  such as the ' p a t i e n t s '  p e r c e p t i o n  g r o u p '  
in South Tees  ( D o n a l d s o n , 1 9 8 6 ) .  In a l l  c as e s  such o f f i c e s  
or  groups  have been c r e a t e d  out  o f  p r e e x i s t i n g  p o s i t i o n s  
but  a re  now c h a r ge d  w i t h  the new r e s p o n s i b i l i t y  of  
m o n i t o r i n g  and a s s e s s i n g  consumer o p i n i o n  or  p a t i e n t
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s a t  i s f a c  t i o n .
H e a l t h  a u t h o r i t i e s  have most o f t e n  employed the  
s i m p l e  a t t i t u d i n a l  s u r v e y ,  w h e t h e r  a d dr es s e d  t o  a s p e c i f i c  
s e r v i c e  or  in r e l a t i o n  t o  v i e ws  of  h o s p i t a l  s e r v i c e s  
g e n e r a l l y .  The measures  o f  p a t i e n t  s a t i s f a c t i o n  used in 
the  STD c l i n i c  s u r v e y  were not  too  d i s s i m i l a r  to  
q u e s t i o n n a i r e s  used in t h i s  c o n t e x t .  The STD s t u d y  
pr oduced  r e s u l t s  s i m i l a r  t o  most such s u r v e y s  in the sense  
t h a t  the v a s t  m a j o r i t y  o f  r e s p o n d e n t s  e x p r e s s e d  p o s i t i v e  
s a t i s f a c t i o n .  O f t e n  such r e s u l t s  p r o v i d e  o n l y  modest  
amounts o f  u s e f u l  i n f o r m a t i o n ,  even a t  the  l e v e l  o f
i d e n t i f y i n g  l e a s t  and most f a v o u r e d  i n s t i t u t i o n s ,  g i v e n  the
smal l  p r o p o r t i o n s  o f  p a t i e n t s  w i t h  n e g a t i v e  comments f rom  
whi ch  s i g n i f i c a n t  d i f f e r e n c e s  must be s o u g h t .  As Moores  
and Thompson o b s e r v e ,  such s ur v e y s  ' t y p i c a l l y  l e a d  to  
l e v e l s  of  s a t i s f a c t i o n  in excess  o f  90 per  c e n t  which makes  
compar i son  between s c o r e s  o b t a i n e d  in d i f f e r e n t  h o s p i t a l s  
v i r t u a l l y  i m p o s s i b l e '  (Moores  and Thompson , 1986:  8 9 2 ) .  The 
i n f l u e n c e  of  s o c i a l  c l a s s ,  e d u c a t i o n ,  and a ge ,  as was 
a r g u e d  in c h a p t e r  one ,  g e n e r a l l y  e x p l a i n  more o f  the  
v a r i a n c e  in such s u r v e y s  than any p a r t  o f  the s e r v i c e  under  
e x a m i n a t i o n .  To t h i s  l i s t  of  ' c o n t a m i n a t i n g  v a r i a b l e s ' ,  
the  s t u d i e s  r e p o r t e d  in t h i s  t h e s i s  i n d i c a t e  t h a t  we must
add r e s p o n d e n t s '  p s y c h o l o g i c a l  w e l l  b e i n g .  Ot her
p s y c h o s o c i a l  v a r i a b l e s  such as the q u a l i t i e s  o f  p a t i e n t s '  
s o c i a l  ne t wor ks  and l e v e l s  o f  e n v i r o n m e n t a l  s t r e s s  have  
a l s o  been i d e n t i f i e d  as i n f l u e n c e s  on s a t i s f a c t i o n  in o t h e r  
s u r v e y s .  E s p e c i a l l y  where the r e s p o n d en t  i s  asked to  
e x p r e s s  f a v o u r a b l e  v e r s u s  u n f a v o u r a b l e  a t t i t u d e s  in
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r e l a t i o n  t o  h e a l t h  c a r e ,  as was i l l u s t r a t e d  in the  
n e u r o l o g i c a l  c l i n i c  s t u d y ,  a number o f  s o c i a l  p r e s s u r e s  and 
r e s e r v a t i o n s  e v i d e n t l y  e n t e r  i n t o  r e s p o n s e s  a l t h o u g h  t h e i r  
e f f e c t s  a re  unseen in most s u r v e y s .  Such s u r v e y s  can 
n e v e r t h e l e s s  p o i n t  out  p r o b l e m a t i c  a s p e c t s  o f  h e a l t h  c a r e  
p r o v i s i o n  such as w a k i n g  t i me s  in h o s p i t a l  ( 0 P C S , 1 9 7 8 ) ,  the  
u n a t t r a c t i v e  n a t u r e  o f  g e ner a l  p r a c t i c e  s u r g e r y  w a i t i n g  
rooms ( C a r t w r i g h t  and A n d e r s o n , 1981)  and most  c o n s i s t e n t l y  
o f  a l l  the u n s a t i s f a c t o r y  n a t u r e  o f  e x p l a n a t i o n s  r e c e i v e d  
f r om h e a l t h  w o r k e r s  in e v e r y  s e c t o r  o f  the h e a l t h  s e r v i c e s  
( Moor es  and Thompson , 1 9 8 6 ) .  The i n e r t i a  o f  h e a l t h  car e  
sys t ems to  change r e l a t i v e l y  s p e c i f i c  p r o b l ems  such as 
w a k i n g  t i m e s ,  c l e a r l y  and f r e q u e n t l y  c o m p l a i n e d  about  by 
l a r g e  numbers in p a t i e n t  s a t i s f a c t i o n  s u r v e y s ,  has a l r e a d y  
been n o t e d  ( S t o c k i n g , 1 9 8 5 ) .  Where p r ob l ems  a r e  i d e n t i f i e d  
in s u r v e y s  by o n l y  a smal l  m i n o r i t y  o f  r e s p o n d e n t s ,  i t  i s  
h a r d  t o  c on c e i v e  o f  the p a t i e n t  s u r v e y  as a m a j o r  impetus  
t o  change.  Some a u t h o r i t i e s ,  because of  d i f f i c u l t i e s  in 
the  s ur v e y  a p p r o a c h ,  have become more consumer o r i e n t e d  by 
a l t e r n a t i v e  s t r a t e g i e s ,  f o r  example by r e g u l a r l y  h a v i n g  the  
management  team h o l d  m e e t i n g s  in which  the o b j e c t  i s  to  
a t t e m p t  to  e mp at h i s e  w i t h  h y p o t h e t i c a l  p a t i e n t  p robl ems  
( D o n a l d s o n , 1 9 8 6 ) !  The p u b l i c  r e l a t i o n s  o f f i c e r  o f  the  
Royal  Sussex County  H o s p i t a l  t o u r s  the o u t p a t i e n t  c l i n i c s  
a s k i n g  p a t i e n t s  t o  d e s c r i b e  t h e i r  e x p e r i e n c e s ,  which are  
tape  r e c o r d e d  and p l a y e d  back t o  d o c t o r s ,  n u r s e s ,  managers  
and c l e r i c a l  s t a f f  (The H e a l t h  S e r v i c e  J ou r na l  , 1 9 8 7 ) .  The 
e x e r c i s e  i s  r e p o r t e d  o have b r o u g h t  about  numerous s i mp l e  
bu t  i m p o r t a n t  a d m i n i s t r a t i v e  improvements  to  the  h o s p i t a l ,  
f o r  example r e d u c i n g  w a i t i n g  t i me s  in o u t p a t i e n t  c l i n i c s  by
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the  i n t r o d u c t i o n  o f  a p p o i n t m e n t s  sys t ems .  The p u b l i c  
r e l a t i o n s  o f f i c e r  comments;  'We chose tape  r e c o r d i n g s  
r a t h e r  than h a n d i n g  out  q u e s t i o n n a i r e s  because we t houg ht  
the  f i n d i n g s  w ou l d  be h a r d e r  t o  i g n o r e '  (The H e a l t h  S e r v i c e  
J o u r n a l ,  Feb 1 9 8 7 : 2 0 5 ) .  Problems w i l l  s u r f a c e  as q u a l i t y  
a ss u r an ce  becomes more e s t a b l i s h e d  in the h e a l t h  s e r v i c e .
How o f t e n  s h o u l d  s e r v i c e  u s e r s  be s ur ve y ed ?  N o r m a l l y  the  
e x e r c i s e  a pp e a r s  t o  be c onduc t ed  on a ' one  o f f '  b a s i s .  How 
does the h e a l t h  a u t h o r i t y  r a t i o n a l l y  s e l e c t  amongst  the  
m y r i a d  of  i s s u e s  and s e r v i c e s  about  which t o  o b t a i n  
s e r v i c e s ?  Above a l l  what  k i n d s  o f  l ong  term r e l a t i o n s h i p s  
can be s e t  up between the c o l l e c t i o n  o f  d a t a  about  
consumers '  v i e w s  and the i m p l e m e n t a t i o n  o f  change on the  
b a s i s  o f  t h i s  d a t a ?  At  p r e s e n t  i n s u f f i c i e n t  t houg ht  i s  
g i v e n  in advance t o  the consequences f o r  managers  and  
h e a l t h  a u t h o r i t i e s  o f  o b t a i n i n g  p a t i e n t s '  v ie ws  
< H e n d e r s o n , 1 9 8 7 ) .
T h i s  t h e s i s  s u g g e s t s  t h r e e  p o s s i b l e  d i r e c t i o n s  in 
which h e a l t h  a u t h o r i t i e s  mi gh t  deve l op  s a t i s f a c t i o n  s u r v e y s  
in o r d e r  t o  e x t r a c t  more i n f o r m a t i o n  c o n t e n t ,  g i v e n  the  
f a c t  t h a t  p r e s e n t l y ,  o f t e n  e x p e n s i v e  s u r v e y s  produce  such 
u n i f o r m  r e s u l t s .  F i r s t l y  the STD c l i n i c  s t u d y  i n d i c a t e d  
t h a t  more s i g n i f i c a n t  a s s o c i a t i o n s  between v a r i a b l e s  c o u l d  
be found by s u b - g r o u p  a n a l y s e s .  G e n e r a l l y  s a t i s f a c t i o n  
s u r v e y s  a re  n e ve r  a n a l y s e d  or  p r e s e n t e d  w i t h  the use o f  any  
o t h e r  t e c h n i q u e  beyond the l e v e l  of  f r e q u e n c i e s  and,  
s omet imes ,  c r o s s - t a b u l a t i o n s .  T h i s  woul d  appear  t o  r e s u l t  
in u n d e r u t i l i s a t i o n  of  the p o t e n t i a l  o f  the s u r v e y ,  
p a r t i c u l a r l y  in the sense t h a t  sub- gr oup  a n a l y s i s  may p o i n t
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t o  more s i g n i f i c a n t  s ou r c e s  o f  d i s s a t i s f a c t i o n .  S ec o n d l y  
t h e r e  seems t o  be no J u s t i f i c a t i o n  f o r  u n d e r e s t i m a t i n g ,  as  
s u r v e y s  c o n t i n u e  t o  do ( 0 P C S , 1 9 7 8 ) ,  p a t i e n t s '  a b i l i t i e s  to  
r e spond  t o  q u e s t i o n s  on a w i de  d i v e r s i t y  o f  a s p e c t s  of  
t h e i r  t r e a t m e n t ,  e s p e c i a l l y  where e f f o r t  i s  made t o  d e v i s e  
p r e c i s e  q u e s t i o n s  on r e l e v a n t  i ss u e s  ( M a r t  i n , 1 9 8 6 ) .  
A u t h o r i t i e s  s ho u l d  not  t h e r e f o r e  r e s t r i c t  the f o c u s  o f  
s u r v e y s  to  n a r r o w l y  d e f i n e d  a s p e c t s  of  the p r o c e s s  o f  c a r e .  
I n  p a r t i c u l a r ,  i ss u e s  such as w h e t h e r  s e r v i c e s  a r e  v a l u e d  
and p e r c e i v e d  as ' w o r t h w h i l e '  can be t a c k l e d  when 
r e s p o n d e n t s  a r e  i n t e r v i e w e d  and g i v en  o p p o r t u n i t i e s  t o  
e x p r e s s  t h e i r  co n ce r ns  ( B o l l a m  e t  a l . , 1 9 8 8 ) .  C o n s i d e r a t i o n  
needs to  be g i ve n  to  the s u g g e s t i o n  t h a t  e i t h e r  ' m a n a g e r i a l  
b i a s '  ( C a l n a n , 1 9 8 7 : 1 6 4 )  or  a t endency  to f o c u s  on i s s ue s  
t h a t  ' d o  noy d i r e c t l y  t r e s p a s s  on the d o c t o r ' s  domai n '
( P o l l i t t , 1 9 8 7 : 8 5 )  have g o v er ne d  the scope o f  p a t i e n t  
s a t i s f a c t i o n  s u r v e y s .  T h i r d l y  and most i m p o r t a n t l y  both  
s t u d i e s  r e p o r t e d  here  b e n e f i t e d  f rom e x a m i n i n g  more c l o s e l y  
the r e a s o n s  f o r  p a t i e n t s '  r e s p o n s e s .  E x p r e s s i o n s  o f  
s a t i s f a c t i o n  and d i s s a t i s f a c t i o n  were more i n f o r m a t i v e  when 
c o n s i d e r e d  in the  l i g h t  o f  s p e c i f i c  mean i ngs ,  c o n c e r n s  and  
g o a l s  in s e e k i n g  med i ca l  c a r e .  The i n t e r v i e w  may be 
e s s e n t i a l  to  o b t a i n  such i n f o r m a t i o n .  I t  i s  o f  i mpor t ance  
t h a t  in the n e u r o l o g i c a l  c l i n i c  s t u d y  p o s i t i v e  as w e l l  as  
n e g a t i v e  a s p e c t s  of  the c l i n i c  were h i g h - l i g h t e d  by 
i n t e r v i e w s .  I n t e r v i e w s  may e l i c i t  more p r a i s e  as w e l l  as  
c r i t i c i s m ,  compared w i t h  p o s t a l  q u e s t i o n n a i r e s  ( C a r t w r i g h t ,  
1 9 8 7 ) .  The c os t  and e f f o r t  r e q u i r e d  to go beyond the b a s i c  
a t t i t u d i n a l  s u r ve y  a re  h i gh  and have to  be c a r e f u l l y  
w ei gh e d  a g a i n s t  the i n c r e a s e d  q u a l i t y  of  i n f o r m a t i o n
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( C a r t w r i g h t , 1 9 8 7 ) .  I t  i s  d i f f i c u l t  t o  see how the  
r e q u i r e m e n t s  o f  p i l o t i n g ,  and s t u d y - s p e c i f i c  q u e s t i o n n a i r e  
and i n t e r v i e w  d e v e l o p m e n t ,  t h a t  a re  i m p o r t a n t  in f i n d i n g  
o u t  p a t i e n t s '  c o n c e rn s  and g o a l s ,  can match f o r  economy the  
more f a m i l i a r  s u r v e y  q u e s t i o n n a i r e .  I t  i s  t h e r e f o r e  l i k e l y  
t h a t  the more i n f o r m a t i v e ,  ' i n  d e p t h '  s a t i s f a c t i o n  s u r v e y s  
woul d  have t o  be more s t r a t e g i c a l l y  d e p l o y e d  and be 
t a r g e t t e d  t o  v e r y  s p e c i f i c  s e r v i c e s  or  p o p u l a t i o n s ,  about  
whi ch  the h e a l t h  a u t h o r i t y  happened t o  be c o n c e r n e d .
C l i n i c a l  r e l e v a n c e  of  p a t i e n t  s a t i s f a c t i o n
Whereas the two s t u d i e s  p r e s e n t e d  in t h i s  t h e s i s  
have s e r v e d  to  u n d e r l i n e  some of  the d i f f i c u l t i e s  o f  
p a t i e n t  s a t i s f a c t i o n  s u r v e y s  as a means f o r  s t a t u t o r y  
a u t h o r i t i e s  to  m o n i t o r  the  consumer a c c e p t a b i l i t y  o f  t h e i r  
s e r v i c e s ,  t h e y  p r o v i d e  e n o u r a g i n g  e v i d e nc e  o f  the v a l u e  o f  
i n v e s t i g a t i n g  p a t i e n t s '  v i e w s  f rom a c l i n i c a l  p o i n t  o f  
v i e w .  I t  was a r gu ed  in the  f i r s t  c h a p t e r  t h a t  c l i n i c a l l y  
o r i e n t e d  s t u d i e s  such as the s e r i e s  c onduc t ed  by Korsch and 
c o l l e a g u e s  ( 1 9 6 8 )  have been w i d e l y  c i t e d  and i n f l u e n t i a l  in 
the deve l opment  of  new a pp r oac h e s  t o  the p r a c t i c e  of  
m e d i c i n e .  Korsch and c o l l e a g u e s  showed t h a t  many the  
c o n c e r n s  and e x p e c t a t i o n s  o f  mot h e r s  a t t e n d i n g  a p a e d i a t r i c  
c l i n i c  were not  a d d r es s e d  and such f a i l u r e s  o f  
communi ca t i on  i n f l u e n c e d  t h e i r  l e v e l  of  s a t i s f a c t i o n ,  which  
in t u r n  i n f l u e n c e d  c o m p l i a n c e .  S a t i s f a c t i o n  and c o m p l i a nc e  
were  r e l a t e d  back t o  s p e c i f i c  f a i l u r e s  o f  communi ca t i on  in 
the c l i n i c .  The s t u d y  d e m o n s t r a t e d  the p o t e n t i a l  
i mpor t ance  of  s a t i s f a c t i o n  as a c l i n i c a l  outome,  and as a
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means o f  i d e n t i f y i n g  the  s o u r c e s  o f  p r ob l ems  in the  d o c t o r  
p a t i e n t  r e l a t i o n s h i p .  S i m i l a r  s t u d i e s  f o l l o w e d  in whi ch  
s a t i s f a c t i o n  was used as an outcome measure which  m i g h t  
r e l a t e  t o  probl ems in r e l a t i o n s  between p a t i e n t s  and t h e i r  
d o c t o r s  i d e n t i f i e d  i n d e p e n d e n t l y  f rom tape r e c o r d i n g s  o f  
c o n s u l t a t i o n s  ( S t i l e s  e t  a l . , 1 9 7 9 ;  S t e w a r t , 1984;  R o t e r  e t  
a l . , 1 9 8 7 ) .  In p a r t i c u l a r  t h i s  t r a d i t i o n  o f  r e s e a r c h  has  
been used ( P e n d l e t o n , 1983 )  as e v i d e nc e  t o  argue  f o r  a more 
p a t i e n t  f o c u s ed  s t y l e  o f  me d i c a l  c ommu n i ca t i on ,  in wh i ch  
more emphasis  i s  p l a c e d  on e l i c i t i n g  the p a t i e n t s '  g o a l s ,  
c on ce r ns  and e x p e c t a t i o n s  in r e l a t i o n  t o  the p r e s e n t i n g  
p r o b l e m .
The n e u r o l o g y  c l i n i c  s t u d y  o f f e r s  f u r t h e r  i n s i g h t s  
i n t o  the n a t u r e  o f  the  d o c t o r  p a t i e n t  r e l a t i o n s h i p  t h a t  may 
be i n v e s t i g a t e d  by means o f  a s s e s s i n g  p a t i e n t s '  v i e w s .  One 
m a j o r  source  of  d i s a t i s f a c t i o n  f o r  many p a t i e n t s  w i t h  
d i f f e r i n g  concer ns  was the  sense of  not  h a v i n g  t h e i r  
pr ob l ems  p r o p e r l y  d i s c u s s e d  and addr es s ed  in te rms o f  
b e i n g  p e r s o n a l l y  u n d e r s t o o d  by the d o c t o r  . Most  
c l i n i c a l l y  o r i e n t e d  p a t i e n t  s a t i s f a c t i o n  r e s e a r c h  
u n d e r l i n e s  the i mp o r ta n ce  t o  p a t i e n t s  o f  t h i s  f a c t o r .  I t  
has been one of  the main s ou r ce s  of  e v i d e nc e  f o r  the w i d e l y  
c i t e d  v i e w ,  d i s c u s s e d  in the  f i r s t  c h a p t e r ,  t h a t  f o r  
p a t i e n t s  the p r oc es s  o f  c a r e  i s  of  g r e a t e r  concern  than the  
outcome.  Ev i dence  f r om the  n e u r o l o g y  s t u d y  can be used to  
l ook  more c l o s e l y  a t  why b e i n g  t r e a t e d  and u n d e r s t o o d  as an 
i n d i v i d u a l  comes t o  be an i ssue  f o r  some p a t i e n t s .
F r e i d s o n  o f f e r s  an i m p o r t a n t  s t a r t i n g  p o i n t .  H i s
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v i e w  i s  t h a t  r e l a t i o n s  between d o c t o r s  and p a t i e n t s  have  
a l w a y s  i n v o l v e d  p o t e n t i a l  c o n f l i c t ,  a r i s i n g  f rom a 
s t r u c t u r a l  c l a s h  o f  p e r p e c t i v e s  between the two p a r t i e s  
( F r e i d s o n ,  1 9 7 0 : 2 8 6 ) .  Such d i f f e r e n c e s  may a r i s e  f r om  
s o c i a l  d i f f e r e n c e s  between the  two p a r t i e s  or  because l a y  
d e f i n i t i o n s  of  h e a l t h  and i l l n e s s  may be p a r t i c u l a r l y  a t  
odds w i t h  the s c i e n t i f i c  f o r m o f  m e d i c i n e  in t e rms  o f  wh i ch  
the  d o c t o r  wo r ks .  However F r e i d s o n  i d e n t i f i e s  a t h i r d  
so u r ce  o f  p o t e n t i a l  c o n f l i c t  betwen the  p a t i e n t  and the  
d o c t o r .  The d o c t o r  sees many cases  o f  any common pr o b l em  
and r a p i d l y  d e v e l o p s  r o u t i n e ,  f a m i l i a r  ways o f  managi ng any  
p a r t i c u l a r  cas e .  ' The  r o u t i n e  o f  p r a c t i c e  not  o n l y  makes  
v a r i e d  e l e m e nt s  o f  e x p e r i e n c e  e q u i v a l e n t  -  i t  a l s o  makes  
them o r d i n a r y '  ( F r e i d s o n , 1 9 7 0 : 2 8 7 ) .  For  the p a t i e n t  
however  the probl em i s  p e r s o n a l ,  i mm e d i a t e ,  d i s t r e s s i n g  and  
d e f i n i t e l y  not  r o u t i n e .  The di l emma f o r  the p a t i e n t  i s  
summar ised by F r e i d s o n  t h u s :
' The  probl em f o r  the p a t i e n t  i s :  when a r e  s u b j e c t i v e  
s e n s a t i o n s  so r e l i a b l e  t h a t  one s h o u l d  i n s i s t  on s p e c i a l  
a t t e n t i o n ,  and when can one r e a s o n a b l y  al  1 cxv them t o  be 
waved away as t a n g e n t i a l ,  o r d i n a r y  and u n i m p o r t a n t . '  
( F r e i d s o n ,  1 9 7 0 : 2 8 8 )
Thus F r e i d s o n  o u t l i n e s  an a l mo s t  s t r u c t u r a l  c l a s h  
o f  p e r s p e c t i v e s  t h a t  may a r i s e  w i t h  any ' o r d i n a r y '  p r o b l e m ,  
and i ndeed the exampl es  of  o r d i n a r y  symptoms he c i t e s  as  
l i k e l y  to provoke such c l a s h e s  o f  v i e w s  a re  most  
a p p r o p r i a t e  to the c u r r e n t  s t u d y  -  upper  r e s p i r a t o r y  t r a c t  
i n f e c t i o n s  ( F r e i d s o n ,  1 9 7 0 : 2 8 8 )  and c h r o n i c  headaches
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( F r e i d s o n ,  1961:  5 5 ) .  A c c o r d i n g  t o  F r e i d s o n ,  most  c a s e s  in 
whi ch  a p a t i e n t  p r e s e n t s  w i t h  such symptoms,  the d o c t o r  
c o r r e c t l y  t r e a t s  as an o r d i n a r y  case o f  c o l d  or  he ad a c h e .
In  a few cases  he may be m i s s i n g  the r e a l  n a t u r e  o f  the  
pr o b l e m  as a l l e r g y  or  as m i g r a i n e .  The p a t i e n t  i s  aware o f  
t h i s  p r o b a b l i s t i c  approach t o  management w i t h  whi ch  the  
d o c t o r  works  and can never  be sure  wh e th e r  the d o c t o r  i s  
n e g l e c t i n g  the ' r e a l '  n a t u r e  o f  the case in f r o n t  o f  him by 
t y p i f y i n g  and r o u t  i n i  s i n g  the  p r ob l em as an o r d i n a r y  
he ad a c h e .  T h i s  i s  the  p a t i e n t ' s  di lerrima.  From t h i s  
di l emma i d e n t i f i e d  by F r e i d s o n ,  i t  i s  p o s s i b l e  t o  i n f e r  
some o f  the r e a s on s  f o r  the p a t i e n t ' s  need t o  f e e l  t h a t  the  
s p e c i f i c  p e r so n a l  and uni que  q u a l i t i e s  o f  t h e i r  p r e s e n t i n g  
p r o b l e m have been r e c o g n i s e d  by the d o c t o r .  However one 
may go one s t e p  f u r t h e r  than F r e i d s o n  by a s k i n g  the  
q u e s t i o n  -  why do not  a l l  p a t i e n t s  f e e l  d i s s a t i s f i e d  w i t h  
r o u t i n e  ' i m p e r s o n a l '  t r e a t m e n t ?
In the n e u r o l o g y  s t u d y ,  most p a t i e n t s  r e c e i v e d  a 
s i m i l a r  r o u t i n i s e d  management f rom the s p e c i a l i s t .  Two 
k i n d s  o f  s i t u a t i o n  were  a s s o c i a t e d  w i t h  p a t i e n t s  f e e l i n g  
d i s a p p o i n t m e n t  on the grounds t h a t  the s p e c i a l i s t  had not  
been i n t e r e s t e d  in them as i n d i v i d u a l s .  One group o f  
p a t i e n t s  were f u n d a m e n t a l l y  d i s a p p o i n t e d  be c a us e ,  h a v i n g  
f i n a l l y  c o n s u l t e d  a s p e c i a l i s t  about  t h e i r  c h r o n i c  
m i g r a i n e s ,  the t r e a t m e n t  t h e y  r e c e i v e d  seemed no more  
p e r s o n a l l y  a p p r o p r i a t e  than the r o u t i n e  h i s t o r y  t a k i n g  and 
p r e s c r i p t i o n  o f  m e d i c a t i o n  t h e y  had become accustomed t o  
f r om t h e i r  g e ne r a l  p r a c t i t i o n e r .  Such p a t i e n t s  f r e q u e n t l y  
c o mp l a i n e d  of  b e i n g  t r e a t e d  as ' j u s t  a n o t h e r  case o f
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m i g r a i n e '  as a r e s u l t  o f  whi ch  the h o s p i t a l  a t t e n d a n c e  had  
seemed a ' w a s t e  of  t i m e ' .  From the s p e c i a l i s t ' s  p o i n t  o f  
v i e w ,  more d e t a i l e d  b i o g r a p h i c a l  i n f o r m a t i o n  wo u l d  have  
been i r r e l e v a n t  t o  the management d e c i s i o n s  i n v o l v e d  in 
m i g r a i n e  ( p r i m a r i l y ,  i d e n t i f i c a t i o n  o f  a p p r o p r i a t e  
m e d i c a t i o n ) .  Thus F r e i d s o n ' s  a n a l y s i s  in p a r t  a p p l i e s  t o  
t h i s  group o f  p a t i e n t s '  e x p e r i e n c e s  in t h a t  t h e i r  need t o  
be t r e a t e d  as ' s p e c i a l '  c l a s h e d  w i t h  the r o u t i n e  
o r i e n t a t i o n  o f  the d o c t o r .  However F r e i d s o n ' s  a n a l y s i s  
does not  a l l o w  f o r  the p o s s i b i l i t y  t h a t  such c o n f l i c t  may 
a r i s e  f rom i n t e r n a l  d i f f e r e n c e s  w i t h i n  m e d i c i n e .  The  
e x p e c t a t i o n s  of  t h i s  group o f  p a t i e n t s  arose  f r om the  
p o p u l a r i s a t i o n  o f  the  i de as  o f  academic me d i c a l  r e s e a r c h  in 
whi ch  d i e t a r y  and psychosomat i c  f a c t o r s  in m i g r a i n e  a r e  the  
s u b j e c t  o f  a c t i v e  i n q u i r y .  The e v i d e n c e  o f  such 
' l i f e s t y l e '  f a c t o r s  p l a y i n g  a r o l e  in the causes  or  cour se  
o f  m i g r a i n e  a re  e n t h u s i a s t i c a l l y  t aken  up and d i s s e m i n a t e d  
by the  m ed i a .  The p u b l i c  n a t u r a l l y  a t t r i b u t e s  an i n t e r e s t  
in ' l i f e  s t y l e  f a c t o r s '  t o  the m e d i c a l  p r o f e s s i o n  as a 
w h o l e ,  whe re a s ,  in r e a l i t y  such i n t e r e s t  i s  c o n f i n e d ,  on 
the  w h o l e ,  to  academic  me d i c a l  r e s e a r c h e r s .  From the more 
p r a c t i c a l  p o i n t  o f  v i ew  o f  the c o n s u l t a n t  n e u r o l o g i s t ,  o n l y  
a m i n o r i t y  o f  p a t i e n t s  have m i g r a i n o u s  e p i s o d e s  t h a t  a re  
l i k e l y  to  be t r a c e d  to  d i e t a r y  or  psychosomat i c  o r i g i n s .
To the  p r a c t i c i n g  n e u r o l o g i s t ,  few p a t i e n t s  wou l d  a c t u a l l y  
b e n e f i t  f rom i n t e n s i v e  a l l e r g i c ,  d i e t a r y  or  l i f e  s t y l e  
i n v e s t i g a t i o n .  Thus the p a t i e n t ,  who has come t o  b e l i e v e  
t h a t  m e d i c i n e  i s  concer ned  w i t h  u n d e r s t a n d i n g  and  
i n t e r v e n i n g  in i n d i v i d u a l s '  p e r s o n a l  r i s k  f a c t o r s  f o r  
m i g r a i n e ,  i s  i n e v i t a b l y  d i s a p p o i n t e d  by the r e a l i t y .  Such
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d i s a p p o i n t m e n t s  a r i s e  out  o f  d i f f e r e n c e s  in approach  t o  the  
same p r ob l em between d i f f e r e n t  s e c t i o n s  o f  m e d i c i n e .  Thus  
one group o f  p a t i e n t s '  c o m p l a i n t s  about  not  b e i n g  t r e a t e d  
as an i n d i v i d u a l  a r ose  out  o f  the c o n t r a d i c t o r y  messages  
and i n t e n t i o n s  o f  the med i ca l  communi ty .
F r e i d s o n ' s  a n a l y s i s  o f  the p a t i e n t ' s  d i l emma more 
d i r e c t l y  makes sense of  the second group o f  p a t i e n t s '  
p r o b l e m s .  A n x i o u s  about  t h e i r  symptoms as p o s s i b l y  
i n d i c a t i n g  more s e r i o u s  d i s e a s e ,  t h i s  group o f  p a t i e n t s  
r e m a i n e d  u n r e a s s u r e d  a f t e r  the v i s i t  and were d i s s a t i s f i e d  
w i t h  the t r e a t m e n t  t h e y  had r e c e i v e d .  F r e i d s o n ' s  
p o r t r a y a l  o f  t h e i r  di l emma i s  e x a c t .  I f  the s p e c i a l i s t  
a p p e a r e d  t o  t h i s  group not  t o  have made e v e r y  e f f o r t  t o  
u n d e r s t a n d  t h e i r  s p e c i f i c  symptoms and c o n c e r n s ,  t h i s  c o u l d  
w e l l  be the b a s i s  o f  t h e i r  l a c k  o f  c o n f i d e n c e  and 
s u bsequent  d i s a p p o i n t m e n t .  C l i n i c a l  d i s c u s s i o n s  o f  the  
p r o b l e m s  o f  c on v e y i n g  r e a s s u r a n c e  have c e r t a i n l y  r e c o g n i s e d  
t h i s  p r o b l e m .
Buchsbaum ( 1 9 8 6 )  d i s c u s s e s  the pr ob l ems  of  
c o n v e y i n g  r e a s s u r a n c e  f o r  ben i gn  p r o b l e m s .  The d o c t o r  
needs to  uncover  the meaning of  symptoms t o  the p a t i e n t  so 
t h a t  he can r e d i r e c t  the p a t i e n t ' s  m i s c o n c e p t i o n s  more 
a c c u r a t e l y  and must p r o v i d e  i n f o r m a t i o n  w i t h  whi ch  the  
p a t i e n t  can c o n s t r u c t  l e s s  t h r e a t e n i n g  mean i ng s .  On the  
b a s i s  o f  the n e u r o l o g y  c l i n i c  s t u d y  i t  i s  c l e a r  t h a t  the  
d o c t o r  needs to  convey t o  the p a t i e n t  the f e e l i n g  t h a t  he 
or  she has u n d e r s t o o d  the p a t i e n t ' s  p r ob l ems .  T h i s  i s  most  
e f f e c t i v e l y  a c h i e v e d  by e l i c i t i n g  the p a t i e n t ' s  c o n c e rn s  in
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r e l a t i o n  t o  the p r e s e n t i n g  p r o b l e m .  Thus Kessel  recommends
t h a t  r e a s s u r a n c e  i s  based on the - f o l l o w i n g  p r i n c i p l e :
' . . t h e  d o c t o r  s ho u l d  u n d e r s t a n d  the p a t i e n t  as an 
i n d i v i d u a l ,  a p p r e c i a t e  h i s  f e e l i n g s  and h i s  f e a r s . .
The d o c t o r  may wi sh  t o  c o n s i d e r  the p a t i e n t ' s  
c o n d i t i o n  w i t h i n  med i ca l  te rms o f  r e f e r e n c e  -  t h a t  i s  
p a t h o l o g i c a l  p r o c e s s .  The p a t i e n t ' s  t e rms of  
r e f e r e n c e  embody what  he i s  a c t u a l l y  g o i ng  t hr ough and 
he w i l l  not  be r e a s s u r e d  u n l e s s  he b e l i e v e s  t h a t  the  
d o c t o r  i s  s e n s i t i v e  t o ,  and u n d e r s t a n d s  t h a t . '
( K e s s e l , 1 9 7 9 : 1 1 3 1 )
Even a s i m p l e  s u r v e y  q u e s t i o n n a i r e  on s a t i s f a c t i o n  
as used in the STD s t u d y  was s u f f i c i e n t  t o  i n d i c a t e  a group  
o f  p a t i e n t s  who had v a r i o u s  c o n c e r n s  and w o r r i e s  about  
h e a l t h  as assessed  b e f o r e  t h e i r  c o n s u l t a t i o n s  but  who were  
d i s s a t i s f i e d  w i t h  t h e i r  c o n s u l t a t i o n s  a f t e r w a r d s .  Two 
v a r i a b l e s  -  the D i s e a s e  C o n v i c t i o n  s c a l e  o f  the IBQ and  
c oncer n  about  w he t he r  the p r e s e n t i n g  symptom woul d  c l e a r  up 
( I C Q )  -  s e p a r a t e l y  c o n t r i b u t e d  more t o  the m u l t i p l e  
r e g r e s s i o n  e q u a t i o n  w i t h  p a t i e n t  s a t i s f a c t i o n  as dependent  
v a r i a b l e  than d i d  the o t h e r  s i g n i f i c a n t  v a r i a b l e ,  
e d u c a t i o n .  These two a s p e c t s  o f  p a t i e n t  d i s t r e s s  were  
somet imes not  assuaged by the  c l i n i c .  Easy t o  a d m i n i s t e r  
measur es  of  s a t i s f a c t i o n  can be a u s e f u l  c l i n i c a l  too l  in 
the  i n v e s t i g a t i o n  o f  p r ob l ems  o f  r e a s s u r a n c e  and 
a l l e v i a t i n g  d i s t r e s s  (Deyo and D i e h l , 1986)  and s t u d i e s  
d e s i g n e d  on the b a s i s  o f  those c onduc t ed  by Korsch e t  
a l . ( 1 9 6 8 ) ,  S t i l e s  e t  a l .  ( 1 9 7 9 ) ,  and o t h e r s  wouI d  p r o v i d e  
c l e a r e r  u n d e r s t a n d i n g  o f  the f a c t o r s  t h a t  promote s u c c e s f u l  
c ommuni ca t i on  o f  r e a s s u r a n c e .  S a t i s f a c t i o n  has t h e r e f o r e  a 
f u t u r e  as a way o f  f u r t h e r  u n d e r s t a n d i n g  such b a s i c  a s p e c t s  
o f  the ' a r t  of  c a r e '  in m e d i c i n e .
The s t u d i e s  r e p o r t e d  he r e  more g e n e r a l l y  p r o v i d e
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f u r t h e r  s u p p o r t  f o r  the v a l u e  o f  p a t i e n t  -  c e n t e r e d  m e d i c a l  
p r a c t i c e ,  and in p a r t i c u l a r  f o r  the ways in which  
s a t i s f a c t i o n  as an outcome may t hr ow l i g h t  on the need f o r  
more p a t i e n t  c e n t e r e d  c o n s u l t a t i o n s .  The STD c l i n i c  s t u d y  
i d e n t i f i e d  a wi de  range  o f  d i f f e r e n t  c on ce r ns  f e l t  by 
p a t i e n t s  a t t e n d i n g  the c l i n i c ,  some o f  which  were c l e a r l y  
no t  a l l e v i a t e d  by a t t e n d a n c e  a t  the  c l i n i c .  Many o f  the  
measur es  o f  d i s t r e s s  were a s s o c i a t e d  w i t h  subsequent  
d i s s a t i s f a c t i o n .  The d o c t o r  needs t o  be more aware o f  t h i s  
a s p e c t  of  p a t i e n t s '  p r e s e n t a t i o n s .  C a r t e r  and c o l l e a g u e s  
( 1 9 8 2 )  e x h a u s t i v e l y  measured and a n a l y s e d  a number o f  t ape  
r e c o r d e d  d o c t o r  p a t i e n t  c o n s u l t a t i o n s  u s i n g  v a r i o u s  
c o n c e p t u a l  f r amewo r ks  (methods  o f  a n a l y s i n g  d y ad i c  
i n t e r a c t i o n  d e v e l o p e d  by B a l e s ,  S t i l e s  and R o t e r )  t o  r a t e  
e v e n t s  in the c o n s u l t a t i o n .  T h i s  d a t a  was then r e l a t e d  t o  
i n de pe n d e nt  i n f o r m a t i o n  on outcomes o b t a i n e d  frcxn the  
p a t i e n t .  They f ound  t h a t  the e x p r e s s i o n  in the c o n s u l t a t i o n  
o f  d i s t r e s s  by the p a t i e n t ,  and p a r t i c u l a r l y  d i s t r e s s  about  
m e d i c a l  t r e a t m e n t ,  was the most  c o n s i s t e n t  p r e d i c t o r  o f  
s ubse que nt  d i s s a t i s f a c t i o n .  They a r gue  t h a t  the  
a s s o c i a t i o n  o f  d i s t r e s s  w i t h  u n f a v o u r a b l e  outcomes i s  o f  
m a j o r  c l i n i c a l  i m p o r t a nc e .
The n e u r o l o g y  s t u d y  c o n c e r n e d  p a t i e n t s  w i t h  a q u i t e  
n a r r o w  range  of  symptoms.  However the  r e as on s  f o r  s e e k i n g  
h e l p  f o r  symptoms were d i v e r s e .  F a i l u r e  on the p a r t  o f  the  
d o c t o r  to  a dd r e s s  the d i v e r s e  meani ngs  o f  symptoms r e s u l t e d  
in some cases  in p a t i e n t  d i s s a t i s f a c t i o n .  In  d i f f e r e n t  
ways p a t i e n t s  needed t h e i r  p a r t i c u l a r  p e r sona l  concer ns  t o  
be a d d r e s s e d ,  and d i s a p p o i n t m e n t s  in t h i s  r e s p e c t  were a
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common theme in p a t i e n t s '  a c c o u n t s .  O t h e r  s t u d i e s  have  
l i n k e d  p a t i e n t  d i s s a t i s f a c t i o n  w i t h  f e e l i n g s  of  not  b e i n g  
p e r s o n a l l y  u n d e r s t o o d  by the d o c t o r  ( N e l s o n  e t  a l . , 1 9 7 5 ;  
T r e a d w a y , 1 9 8 3 ) .  In t h i s  way p a t i e n t  s a t i s f a c t i o n  s t u d i e s  
p r o v i d e  i n c r e a s i n g l y  s p e c i f i c  e v i d e n c e  in s u p p o r t  o f  the  
ar gument s  on the one hand o f  E i s e n t h a l ,  L a z a r e  and 
c o l l e a g u e s  ( E i s e n t h a l  e t  a l . ,  1 97 7 ,  197 9 ;  L a z a r e  e t  a l . ,  
1975 )  who a d vo c a t e  a ' c u s t o m e r '  a ppr oach  t o  h e a l t h  c a r e ,  
g i v i n g  p a t i e n t s  much more o p p o r t u n i t y  t o  e x p r e s s  co n ce r ns  
and g o a l s  than c o n v e n t i o n a l  h i s t o r y  t a k i n g  and on the o t h e r  
hand o f  T u c k e t t  and c o l l e a g u e s  ( 1 9 8 5 )  who advoc a t e  more 
s y s t e m a t i c  e l i c i t i n g  by the d o c t o r  o f  the p a t i e n t ' s  b e l i e f s  
and c o n c e r n s .
A common f e a t u r e  o f  some of  the d i s s a t i s f i e d  
p a t i e n t s  in bot h  c l i n i c s  was the p r e s e n t a t i o n  o f  c h r o n i c ,  
t r o u b l e s om e  symptoms t h a t  frcxn the p o i n t  of  v i e w  of  
h o s p i t a l  m e d i c i n e  may somet imes not  be t r e a t e d  as s e r i o u s l y  
as more o r g a n i c  p a t h o l o g y .  I f  i t  i s  the  case t h a t  the  
p o s s i b i l i t i e s  o f  cure  a re  l i m i t e d  in such c a s e s ,  then the  
e v i d e n c e  o f  p a t i e n t  s a t i s f a c t i o n  s u g g e s t s  t h a t  me d i c i n e  
f a c e s  a f un d a me n t a l  c h a l l e n g e  in f i n d i n g  a l t e r n a t i v e  f o r ms  
of  h e l p  t o  p a t i e n t s .
Numerous o t h e r  c l i n i c a l  t a s k s  and p r o c ed u r e s  remai n  
t o  be p o t e n t i a l l y  opened up f o r  e m p i r i c a l  e x a m i n a t i o n  in 
t h i s  way.  S i mp le  a s p e c t s  of  g e n e r a l  p r a c t i c e  such as the  
l e n g t h  o f  t ime a p a t i e n t  r e c e i v e s  f o r  h i s  or  her  
a p p o i n t m e n t  ( M o r r e l l  e t  a l . , 1 9 8 6 )  a r e  now b e i n g  examined  
w i t h  the use o f  p a t i e n t  s a t i s f a c t i o n  t e c h n i q u e s .  P a t i e n t s '
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v i e w s  can be used t o  assess d i f f e r e n t  ways o f  communi ca t i ng  
i n f o r m a t i o n  ( P e n d l e t o n ,  1 9 8 3 ) .  In  g e n e r a l  p r a c t i c e  
e s p e c i a l l y  t h e r e  a r e  a number o f  d e v e l op m e n t s  l i k e l y  in the  
s t r u c t u r e  and p r o c es s e s  of  c a r e  whi ch  wou l d  w a r r a n t  
c o n s i d e r a t i o n  in terms o f  p a t i e n t s '  v i e w s  ( D o n a b e d i a n , 1 9 8 6 )  
and c l i n i c i a n s  seem more r e a d y  t o  c o n s i d e r  p a t i e n t s '  v ie ws  
as r e l e v a n t  in the c o n t e x t  o f  p r i m a r y  c a r e  ( H o r d e r  e t  
a l . , 1 9 8 6 ) .  I s s u e s  such as the a c c e s s i b i l i t y  of  p r i m a r y  
c a r e  have r e c e i v e d  p a r t i c u l a r  a t t e n t i o n  in terms o f  
p a t i e n t s '  v i e w s .  I t  may be somewhat a r t i f i c i a l  to  c o n s i d e r  
such a s p e c t s  o f  g e ne r a l  p r a c t i c e  under  the  h e a d i n g  of  
c l i n i c a l  a s p e c t s  o f  p a t i e n t  s a t i s f a c t i o n ,  s i n c e  
a c c e s s i b i l i t y  i s  a l s o  a f e a t u r e  o f  the  s t r u c t u r e  o f  c a r e  
w i t h  whi ch  a u t h o r i t i e s  are  c o n c e r n e d .  In  any case the  
p a t i e n t  has been a c r u c i a l  sour ce  o f  e v i d e n c e  on such 
m a t t e r s  as the a v a i l a b i l i t y  of  the d o c t o r  in out  o f  hours  
c a r e  (Sawyer  and A r b e r , 1 9 8 2 ;  Bo l l am e t  a l . , 1 9 8 8 ) .  The  
q u a l i t y  o f  c a r e  in g e ner a l  p r a c t i c e  i s  v i e w e d  by many 
g e n e r a l  p r a c t i c e  commentators  ( M o r r e l l  and R o l an d ,  1985;
Gau and G a u , 1 9 8 6 )  as i n v o l v i n g  p a t i e n t  s a t i s f a c t i o n  as a 
c e n t r a l  component .  Some g e ner a l  p r a c t i t i o n e r s  have a rgued  
t h a t ,  in p r i m a r y  c a r e ,  s a t i s f a c t i o n  s u r v e y s  can be a means 
of  r e g u l a r  p r o f e s s i o n a l  s e l f  m o n i t o r i n g  or  a u d i t .
F u r t h e r m o r e  s a t i s f a c t i o n  s u r ve y  r e s u l t s  have been c l e a r  
enough t o  l e a d  t o  changes in s i m p l e  a s p e c t s  o f  s t r u c t u r e  
such as a p p o i n t m e n t s  t i mes  and a c c e s s i b i l i t y  by t e l ep h o n e  
w i t h  r e s u l t i n g  i n c r e a s e s  in l e v e l s  o f  s a t i s f a c t i o n  (Cohen  
e t  a l . , 1 9 8 6 ;  S teven and D o u g l a s , 1 9 8 6 ) .
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H e a l t h  s e r v i c e s  r e s e a r c h
Much t h a t  has a l r e a d y  been d i s c u s s e d  in r e l a t i o n  to  
the i n t e r e s t s  o f  h e a l t h  a u t h o r i t i e s  and c l i n i c i a n s  a p p l i e s  
t o  more f o r ma l  and s c i e n t i f i c  h e a l t h  s e r v i c e s  r e s e a r c h  as  
w e l l .  The a c c e p t a b i l i t y  and p o p u l a r i t y  o f  a p a r t i c u l a r  
h o s p i t a l  or  the impact  upon p a t i e n t s  o f  a p a r t i c u l a r  s t y l e  
o f  c ommuni ca t i on  a re  not  m a t t e r s  beyond the  concern  o f  
h e a l t h  s e r v i c e s  r e s e a r c h .  However i t  i s  a p p r o p r i a t e  to  
r e s e r v e  f o r  s e p a r a t e  d i s c u s s i o n  the b r oa d  i m p l i c a t i o n s  of  
the s t u d i e s  r e p o r t e d  in t h i s  t h e s i s  f o r  those who would  
a d v o c a t e  a g r e a t e r  r o l e  f o r  p a t i e n t  s a t i s f a c t i o n  in the  
f o r ma l  e v a l u a t i o n  o f  h e a l t h  s e r v i c e s  ( D o n a b e d i a n ,  1980;
CSS, 1982 ;  M a x w e l l ,  e t  a l . , 1 9 8 3 ;  M c P h e r s o n , 1985;
P o l l i t t , 1985 ;  1987 ;  Long et  a l . , 1 9 8 5 ;  M a r t  i n , 1 9 8 6 ) .  I t  i s  
t h a t  a s p e c t  o f  h e a l t h  s e r v i c e s  r e s e a r c h  whi ch  aims to  
p r o v i d e  a u t h o r i t a t i v e  ev i de n c e  about  the  outcomes of  
s e r v i c e s  t h a t  i s  o f  p a r t i c u l a r  c o n c e r n .
C a l l s  f o r  more s c i e n t i f i c  assessment  o f  the  
b e n e f i t s  or  outcomes o f  medica l  c a r e  have grown s i n c e  
C o c h r a n e ' s  semi na l  w or k .  The v i ew t h a t  t h i s  i n v o l v e s  
assessment  o f  m e d i c a l ,  p s y c h o l o g i c a l  and s o c i a l  d i men s i ons  
of  outcomes i s  w i d e l y  a cc ep t e d  ( T e e l i n g  S m i t h , 1 9 8 3 ) .  
E v a l u a t i o n  r e s e a r c h  in h e a l t h  c a r e  i s  o f t e n  p o l i t i c a l l y  
c o n t e n t i o u s  and n e c e s s i t a t e s  a c c e p t i n g  t h a t  t h e r e  a re  a 
number o f  d i f f e r e n t  o b j e c t i v e s  and i n t e r e s t s  in any h e a l t h  
s e r v i c e  ( C a r r  Hi 1 1 , 1 9 8 4 ) .  As a r e s u l t  i t  has been  
s u gg e st e d  t h a t  the e v a l u a t i o n  o f  h e a l t h  c a r e  r e q u i r e s  
' p l u r a l i s t i c  e v a l u a t i o n '  in which the g o a l s ,  a s p i r a t i o n s
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and outcomes f o r  d i f f e r e n t  groups o f  a c t o r s  a l l  r e c e i v e  
a t t e n t i o n  in the r e s e a r c h  p r o c es s  ( S m i t h  and Cant  l e y , 1 9 8 5 ) .  
P a t i e n t s  r e p r e s e n t  one such s e t  o f  i n t e r e s t s .  N e v e r t h e l e s s  
p a t i e n t s '  s u b j e c t i v e  a p p r a i s a l s  are  s t i l l  the most  
u n d e r d e v e l o p e d  o f  outcome measures  and the l e a s t  l i k e l y  to  
be i n c l u d e d  in e v a l u a t i o n  r e s e a r c h  d e s i g n s  ( Berg and 
K e l l y , 1981 ;  Najman and Levi  n e , 1 9 8 1 ) .
T h i s  s t a t e  o f  a f f a i r s  i s  s l o w l y  c h a n g i n g .  Not  o n l y  
i s  the i mp o r ta n ce  o f  p a t i e n t  based ass e ss me nt s  i n c r e a s i n g l y  
a c c e p t e d  as a p r i n c i p l e .  Jus t  as i m p o r t a n t  i s  the  
i n c r e a s e d  a v a i l a b i l i t y  o f  a v a r i e t y  o f  d i f f e r e n t  s u r v e y  -  
based t e c h n i q u e s  o f  a s s e s s i n g  d i f f e r e n t  a s p e c t s  o f  outcomes  
o f  me d i c a l  t r e a t m e n t  f rom the p a t i e n t ' s  p o i n t  o f  v i e w .
Q u e s t i o n n a r e  -  based assessments  o f  the  p a t i e n t ' s  q u a l i t y  
o f  l i f e  have been used in the e v a l u a t i o n  o f  d i f f e r e n t  
m e d i c a t i o n s  f o r  h y p e r t e n s i o n  (Croog e t  a l . , 1 9 8 6 ) ,  o f  the  
outcomes o f  mi no r  s u r g e r y  (Hunt  e t  a l . , 1 9 8 4 )  and o f  
a l t e r n a t i v e  t r e a t m e n t s  f o r  c h r o n i c  o b s t r u c t i v e  a i r w a y s  
d i s e a s e  ( N o c t u r n a l  Oxygen T he r apy  T r i a l  G r o u p , 1 9 8 0 ) .  Most  
such i n s t r u m e n t s  have in common the goal  o f  a s s e s s i n g  in a 
s t a n d a r d i s e d  f o r m a t  p a t i e n t s '  s u b j e c t i v e  h e a l t h  s t a t e s  
e i t h e r  in te rms o f  s u b j e c t i v e  symptoms,  as in the  
N o t t i n g h a m  H e a l t h  P r o f i l e  ( Hunt e t  a l . ,  1980 )  or  by means 
of  the impact  o f  i l l n e s s  on the p e r f o r ma nc e  o f  e v e r y da y  
f u n c t i o n s  such as s l e e p i n g  and w a l k i n g ,  as  in the S i ck ne ss  
Impact  P r o f i l e  ( B e r g n e r  and G i l s o n ,  1 9 8 1 ) .
These t e c h n i q u e s  a re  an i m p o r t a n t  s t e p  toward  
a s s e s s i n g  c r u c i a l  a s p e c t s  o f  outcome not  c o v e r e d  by
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m o r t a l i t y  and c o n v e n t i o n a l  m o r b i d i t y  m e as ur es .  Hunt e t  
a l . ,  ( 1 9 8 4 )  see such t e c h n i q u e s  as more i m p o r t a n t  
d e ve l o p m e nt s  than s i m p l y  r e f i n e m e n t s  t o  the measurement  o f  
m o r b i d i t y .  T h e i r  v i e w  i s  t h a t  such t e c h n i q u e s  a re  more 
r e v o l u t i o n a r y :
' The  use o f  s o c i o - m e d i c a l  i n d i c a t o r s  i m p l i e s  a t o t a l l y  new 
approach  t o  the e v a l u a t i o n  o f  h e a l t h  c a r e .  I t  p l a c e s  the  
j udgement  o f  outcome in the hands o f  the p a t i e n t ,  who i s  
e n a b l e d  t o  e x p r e s s  s u b j e c t i v e  r e a c t i o n s  t o  i l l n e s s  and 
t r e a t m e n t . '  ( H u n t ,  1 9 8 4 : 1 0 6 )
Now the goal  o f  p l a c i n g  ' t h e  judgement  o f  outcome  
in the hands o f  the  p a t i e n t '  i s  a l mo s t  e x a c t l y  the a m b i t i o n  
o f  those who wou l d  a dv o c a t e  p a t i e n t  s a t i s f a c t i o n  r e s e a r c h  
as the way in whi ch  the  p a t i e n t  may p a r t i c i p a t e  in 
e v a l u a t i o n s  o f  h e a l t h  c a r e  ( Ke1 man, 1 9 7 6 ;  Van Den 
H e u v e l , 1 9 8 0 ;  M a r t  i n , 1 9 8 6 ) .  However Hunt  and c o l l e a g u e s '  
e n t h u s i a s m ,  w h i l s t  u n d e r s t a n d a b l e ,  may be m i s l e a d i n g .  
C e r t a i n l y  the p a t i e n t  i s  the source  o f  the d a t a  on outcomes  
in such i n s t r u m e n t s  as the N o t t i n g h a m  H e a l t h  P r o f i l e  ( N H P ) , 
and h i s  or  her  r e p o r t s  are  not  d i r e c t l y  m e d i a t e d  by 
p r o f e s s i o n a l  j u dg e me n t s  or c r i t e r i a .  N e v e r t h l e s s  such 
i n s t r u m e n t s  a re  s t i l l  u l t i m a t e l y  symptom check l i s t s  o f  the  
k i n d  c o n v e n t i o n a l l y  used in m e d i c i n e ,  and the p a t i e n t  i s  
g i v e n  no o p p o r t u n i t y  t o  s t a t e  h i s  or  her  ' j u d g e m e n t  of  
outcome'  e x c e p t  in t e rms  of  t h i s  l i m i t e d  s e t  o f  symptoms.
I t  may a l s o  be the case t h a t  the p a r t i c u l a r  check l i s t  o f  
s u b j e c t i v e  symptoms p r o v i d e d  in the NHP does not  even 
i n c l u d e  the s a l i e n t  p rob l ems e x p e r i e n c e d  by p a t i e n t s  f o r
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some h e a l t h  c a r e  s e t t i n g s .  More s e r i o u s  a d e f i c i e n c y  i s
t h a t ,  as both  the s t u d i e s  here  in d i f f e r e n t  ways have
i n d i c a t e d ,  r e d u c t i o n  o f  c u r r e n t  symptoms may not  be the
main concern  of  many p a t i e n t s ,  whose i n t e r e s t s  a r e  not
t h e r e f o r e  e a s i l y  c o n t a i n e d  w i t h i n  a symptom check l i s t .
Thus Brooks i s  somewhat c r i t i c a l  o f  the c l a i m  f o r  such
i n s t r u m e n t s  t h a t  t h e y  assess  consumers '  c o n c e r n s :
' . .  p e r h a p s ,  p a r a d o x i c a l l y  the  p a t i e n t  t e n d s  t o  be 
i g n o r e d ,  in the sense t h a t  h i s  or  her  w i s h e s ,  v a l u e s ,  
p r e f e r e n c e s  and e x p e c t a t i o n s  a r e  not  o f t e n  e x p l i c i t l y  
i n c o r p o r a t e d  in the e v a l u a t i o n s '  i n s t r u m e n t s . '
< B r o o k s , 1 9 8 3 : 9 0 )
The emphas i s  in such i n s t r u m e n t s  i s  upon the more 
s e n s i t i v e  measurement  o f  a s t a n d a r d i s e d  and p r e d e t e r m i n e d  
range  o f  m o r b i d i t y  r a t h e r  than the i d e n t i f i c a t i o n  o f  the  
l a y p e r s o n ' s  own p r i o r i t i e s  and c o n c e rn s  w i t h  r e g a r d  t o  
h e a l t h .  Even so s i m p l e  a symptom as headache has been 
shown t o  become a s u b j e c t i v e  p r ob l em in such v e r y  d i v e r s e  
ways .  Hence t h e r e  s t i l l  r e ma i n s  a need t o  c o n s i d e r  methods  
t h a t  more d i r e c t l y  e v a l u a t e  outcomes f rom the p a t i e n t ' s  
p o i n t  o f  v i e w .
E v a l u a t i o n  s t u d i e s  of  outcomes of  h e a l t h  have begun 
t o  i n c o r p o r a t e  measur es  of  p a t i e n t s '  v i e w s .  P a t i e n t  
s a t i s f a c t i o n  has been i n c l u d e d  as outcome measure in such 
d i v e r s e  assessment s  as :  a l t e r n a t i v e  f orms  o f  managing  
c o n g e s t i v e  h e a r t  f a i l u r e  ( Romm e t  a l . , 1 9 7 6 ) ;  e a r l y  
d i s c h a r g e  f rom h o s p i t a l  f o r  v a r i c o s e  v e i n s  and i n g u i n a l  
h e r n i a  ( A d l e r  e t  a l , ,  1 9 7 8 ) ;  t r e a t m e n t  of  r h e u m a t o i d  
a r t h r i t i s  in HMOs ( Y e l i n  e t  a l . ,  1 9 8 6 ) ;  p s y c h i a t r i c  
r e f e r r a l  f o r  s o m a t i s a t i o n  d i s o r d e r  ( S m i t h  e t  a l . , 1 9 8 6 ) ;  
m ed i c a l  management o f  low back p a i n  (Deyo e t  a l . , 1 9 8 6 ;
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F i t z p a t r i c k  e t  a l . , 1 9 8 7 ) .  G e n e r a l l y  such s t u d i e s  c o n t i n u e  
t o  use a t t i t u d i n a l  q u e s t i o n n a i r e s  such as the one used in 
the STD c l i n i c  s u r v e y  which produce p o s i t i v e l y  skewed  
r e s u l t s .  To r e p e a t  some of  the main f i n d i n g s  o f  the  
n e u r o l o g y  s t u d y ,  p a t i e n t s  a r e  r e l u c t a n t  t o  e x p r e s s  
a t t i t u d e s  of  a n e g a t i v e  k i n d  in r e l a t i o n  t o  h e a l t h  s e r v i c e s  
and t h i s  w i l l  i n e v i t a b l y  reduce  the v a r i a b i l i t y  o f  s ur v e y  
r e s u l t s  and t h e i r  p o t e n t i a l  c o n t r i b u t i o n  t o  the  e v a l u a t i o n  
o f  outcomes.  On the p o s i t i v e  s i d e  however  the  n e u r o l o g y  
c l i n i c  s t u d y  d i d  show q u i t e  c l e a r l y  t h a t  i t  was p o s s i b l e  to  
o b t a i n  p a t i e n t s '  v i e w s  as t o  the v a l u e  or  p o t e n t i a l  
b e n e f i t s  o f  t h e i r  t r e a t m e n t .  Such o b s e r v a t i o n s  were  
d i s t i n c t ,  s t r o n g l y  f e l t ,  and u l t i m a t e l y  more i n f o r m a t i v e  as  
e v i d e n c e  of  the b e n e f i t s  and l i m i t a t i o n s  o f  the  
n e u r o l o g i c a l  r e f e r r a l  f o r  headache .  However so many 
d i s c u s s i o n s  in t h i s  f i e l d  have c on c l ud e d  f rom the f a c t  of  
p a t i e n t s '  modest  t e c h n i c a l  e x p e r t i s e  in m e d i c i n e  t h a t  
p a t i e n t s '  o b s e r v a t i o n s  o f  the b e n e f i t s  of  t h e i r  t r e a t m e n t  
a r e  a l s o  of  l i m i t e d  v a l u e .  As a r e s u l t  too few s t u d i e s  
have been u n d e r t a ke n  in which p e r c e p t i o n s  of  the  b e n e f i t s  
or v a l u e  o f  me d i c a l  t r e a t m e n t  a re  g i ve n  as much w e i g h t  and 
a t t e n t i o n  as a t t i t u d e s  t owards  the h e a l t h  c a r e  system on 
o t h e r  d i men s i ons  such as a c c e s s i b i l i t y .  In  t h i s  sense  
p a t i e n t  s a t i s f a c t i o n  r e s e a r c h  has not  r e a l l y  begun to  
i n v e s t i g a t e  the f u l l  e x t e n t  t o  which p a t i e n t s  can p r o v i d e  
u s e f u l  o b s e r v a t i o n s  w i t h  r e g a r d  t o  t h e i r  c a r e .  Most  of  
a l l ,  p a t i e n t s  have not  been i n v i t e d  to  a p p r a i s e  t h e i r  
me d i c a l  t r e a t m e n t  in terms o f  t h e i r  own g o a l s  and c on c e rn s .  
R e s e a r c h e r s '  p r i o r i t i e s  and p r e j u d i c e s  have f o c us ed  
a t t e n t i o n  in p a t i e n t  s a t i s f a c t i o n  on a range o f  i ssues  in
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whi ch  the p a t i e n t  i s  deemed f i t  t o  p a r t i c i p a t e ,  such as the  
a c c e s s i b i l i t y  and ' f r i e n d l i n e s s '  o f  s e r v i c e s .  Such 
p r o v i d e r  d e t e r m i n e d  i ss u e s  a r e ,  o f  cour se  o f  g r e a t  
i m p o r t a n c e .  However t h e y  do not  e xh a u s t  the r a nge  of  
consumers '  c o n c e r n s .  I t  i s  in n e g l e c t i n g  p a t i e n t s '  
a b i l i t i e s  t o  p r o v i d e  t h e i r  own o b s e r v a t i o n s  o f  the  
a p p r o p r i a t e n e s s  o f  t r e a t m e n t  and the outcomes o f  c a r e  t h a t  
r e s e a r c h e r s  may be most g u i l t y  o f  i mposing a p r i o r i  and 
u n e c e s s a r i l y  l i m i t i n g  r o l e s  f o r  the consumer as Judge .
For o b s e r v e r s  such as M a r t i n  ( 1 9 8 6 ) ,  the  probl em i s  
in p a r t  m e t h o d o l o g i c a l .  Consumers need t o  be g i v e n  a more 
a c t i v e  r o l e  in the p r o c es s  o f  e v a l u a t i o n :  ' T h i s  means 
a l l o w i n g  them some o p p o r t u n i t i e s  t o  v o i c e  t h e i r  v i e ws  f r e e  
fom the l i m i t a t i o n  o f  s t r u c t u r e d  q u e s t i o n s ,  w i t h i n  the  
c o n s t r a i n t s  o f  a p r e p a r e d  q u e s t i o n n a i r e '  ( M a r t i n , 1 9 8 6 : 1 9 4 ) .  
As was ob s er ve d  in the n e u r o l o g i c a l  c l i n i c  s t u d y ,  more open 
ended i n t e r v i e w i n g  can f a c i l i t a t e  the e x p r e s s i o n  o f  
i m p o r t a n t  v i e ws  on a w i d e r  range  o f  i s s u e s ,  i n c l u d i n g  
b e n e f i t s  and outcomes.  Where more s t r u c t u r e d  
q u e s t i o n n a i r e s  have to  be used ,  then more o p p o r t u n i t y  than  
a t  p r e s e n t  must be p r o v i d e d  t o  e x p r e s s  v i e w s  on the  
d i f f e r e n t  d i me n s i o n s  of  c a r e .  T h i s  i n v o l v e s  i mp r o v i n g  the  
s p e c i f i c i t y  o f  q u e s t i o n s :  ' Q u e s t i o n s  about  the p r oc es s  of  
s e r v i c e ,  and p a r t i c u l a r l y  about  the consumers '  o p i n i o n s  of  
s t a f f  and i n t e r v e n t i o n  p r o c e d u r e s  must  be c l e a r l y  s e p a r a t e d  
f r om q u e s t i o n s  about  the e f f e c t s  of  the s e r v i c e  as Judged  
by the consumers '  ( M a r t i n , 1 9 8 6 : 1 9 4 ) .
Thus ,  e s p e c i a l l y  g i v e n  the g r owi ng  need f o r  more
Page 418
s o p h i s t i c a t e d  and a u t h o r i t a t i v e  e v a l u a t i o n s  o f  m e d i c a l  
t r e a t m e n t ,  f rom whi ch  more p r e c i s e  e x p r e s s i o n s  o f  c o s t s  and 
b e n e f i t s  can be d e r i v e d  ( J e n n e t t ,  1 9 8 6 ) ,  much more  
s u s t a i n e d  e f f o r t  i s  r e q u i r e d  to  i n c l u d e  the p a t i e n t s '  v i e ws  
on v a l u e  and outcomes as w e l l  as more i n t e r p e r s o n a l  a s p e c t s  
o f  c a r e .  I f  the r e s u l t s  o f  such r e s e a r c h  a r e  t o  be 
c o n v i n c i n g ,  f u r t h e r  a t t e n t i o n  needs t o  be g i v e n  t o  i s s ue s  
such as the r e l i a b i l i t y  of  the i n s t r u m e n t s  used t o  e l i c i t  
V i ews.
The n e u r o l o g y  s t u d y  may be of  p a r t i c u l a r  i n t e r e s t  
in t h a t  i t  examined v a r y i n g  p e r c e p t i o n s  o f  s a t i s f a c t i o n  in 
r e l a t i o n  t o  v a r y i n g  c o n c e r n s .  P a t i e n t s  a t t e n d e d  the  
c l i n i c s  w i t h  a d i v e r s i t y  o f  c o n c e r n s ,  as was a l s o  the case  
in the STD c l i n i c .  Some o f  the p a t i e n t s '  g o a l s  met w i t h  
more success  than o t h e r s .  Most  i t ems of  c a r e  in h e a l t h  
s e r v i c e s  p r o b a b l y  a r e  s i m i l a r  t o  the n e u r o l o g i c a l  
c o n s u l t a t i o n  in t h a t  t h e y  a re  aimed a t  s e v e r a l  p r ob l ems  in 
the same p a t i e n t .  U n d e r l y i n g  p a t h o l o g y ,  p a i n ,  d i s c o m f o r t ,  
m o b i l i t y  and s o c i a l  f u n c t i o n i n g ,  w o r r y ,  sense o f  c o n t r o l  
and m a s t e r y  o f  o n e ' s  h e a l t h  t o  f a c i l i t a t e  b e t t e r  s e l f  
management in the f u t u r e  -  these  a r e  a l l  i m p o r t a n t  
d i me n s i o n s  of  the t r e a t m e n t  o f  many i f  not  most h e a l t h  
p r o b l e m s ,  even i f  the r e a l i t y  f a l l s  s h o r t  o f  the i d e a l .  I f  
m e d i c i n e  i s  t o  u n d e r s t a n d  which of  these t a s k s  i t  i s  
a c h i e v i n g  w e l l  and on which t a s k s  i t  f a l l s  s h o r t  o f  the  
i d e a l ,  then i t  seems p a r t i c u l a r l y  d e s i r a b l e  t h a t  e v i d e n c e  
o f  p a t i e n t  s a t i s f a c t i o n  i s  sought  in c l o s e  c o n j u n c t i o n  t o  
the d i v e r s i t y  o f  g o a l s  t h a t  m o t i v a t e  h e l p  s e e k i n g .
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Both s t u d i e s  r e p o r t e d  in t h i s  t h e s i s  s ho u l d  
c o n t r i b u t e  t o  a more p o s i t i v e  and b o l d e r  v i e w o f  the r o l e  
f o r  the p a t i e n t  in the  p r o c e s s  o f  e v a l u a t i n g  h e a l t h  c a r e .
I n  c o n s i d e r i n g  the b a s i s  f o r  p a t i e n t s '  r e p l i e s  t o  e n q u i r i e s  
t o  p a t i e n t  s a t i s f a c t i o n  s u r v e y s ,  the s t u d i e s  exami ned h e r e  
l e a d  one t o  the c o n c l u s i o n  t h a t  p a t i e n t s  make t h e i r  
j ud g e me n t s  on the b a s i s  o f  complex p e r c e p t i o n s  o f  what  
happens t o  them in the p r o c e s s  o f  t r e a t m e n t .  Even in a 
q u i t e  b r i e f  e n c o u n t e r ,  o b s e r v a t i o n s  o f  the i n t e r p e r s o n a l  
c a r e ,  the a p p a r e n t  t e c h n i c a l  competence and a p p l i c a t i o n  o f  
compet ence ,  and f i n a l l y  o f  the  a p p a r e n t  v a l u e  and  
a p p r o p r i a t e n e s  of  t r e a t m e n t  may a l l  e n t e r  the p a t i e n t ' s  
c o n s i d e r a t i o n s .  In  many r e s p e c t s ,  i t  does not  make sense  
t o  ask wh e t h e r  the ' a f f e c t i v e '  or  the ' t e c h n i c a l '  a s p e c t s  
o f  c a r e  m a t t e r  more t o  the p a t i e n t .  They can be 
d i s t i n g u i s h e d  by the p a t i e n t .  The model o f  p a t i e n t  
s a t i s f a c t i o n  d e ve l o p e d  by Ben S i r a ,  when examined c l o s e l y ,  
i s  f u n d a m e n t a l l y  f l a w e d .  Per so n a l  i n t e r e s t  and a p p r o p r i a t e  
t r e a t m e n t  a r e  l i k e l y  t o  be o f  equal  concern  t o  the p a t i e n t .  
The t e c h n i c a l  and the a f f e c t i v e  a re  in r e a l i t y  m a t t e r s  of  
i n s e p a r a b l e  i m p o r t a n c e .  The s u c c e s s f u l  t r e a t m e n t  o f  the  
p a t i e n t  must i n c l u d e  in a l m o s t  a l l  cases  some c o m b i n a t i o n  
o f  t r e a t m e n t  w i t h  e x p l a n a t i o n ,  r e a s s u r a n c e ,  a d v i c e ,  s u p p o r t  
or  e ncou ragemen t .  The assessment  of  h e a l t h  c a r e  s ys t e ms '  
s uccesses  in such t a s k s  must  i n c r e a s i n g l y  r e l y  on the v i e w s  
o f  the p a t i e n t .
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TABLE 1.  FREQUENCY OF HEADACHE EPISODES IN THE C L IN IC  
SAMPLE COMPARED WITH COMMUNITY SAMPLE OF REPORTED 
HEADACHES (WATERS. 1 9 7 3 )
FREQUENCY OF EPISODES
PROPORTION IN :  
C L IN IC  COMMUNITY
SAMPLE SAMPLE
Less  than one a month 10% ( 1 1 ) 40%
Once to  s e v e r a l  a month 33% ( 3 5 ) 35%
Once a week 17% ( 1 8 ) 10%
Tw ic e  a week or  
more f r e q u e n t l y
40% ( 4 3 ) 15%
100% 107 100%
TABLE 2 .  TYPICAL DURATION OF HEADACHE EPISODES IN  THE 
C L IN IC  SAMPLE COMPARED WITH COMMUNITY SAMPLE OF 
REPORTED HEADACHES (WATERS.1973)
DURATION OF EPISODES
PROPORTION IN :  
C L IN IC  COmUNITY
SAMPLE SAMPLE
Less than 4 h r s . 30% ( 3 2 ) 65%
4 to  12 h r s . 20% ( 2 2 ) 16%
13 to  24 h r s . 20% ( 2 2 ) 7%
More than 2 4 h r s . 30% ( 3 2 ) 12%
100% ( 1 0 8 ) 100%
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TABLE 3 .  NUMBER OF YEARS PATIENTS REPORT THEMSELVES AS 
SUFFERING FROM HEADACHES. IN  THE CURRENT C L IN IC  SAMPLE 
COMPARED WITH PACKARD'S ( 1 9 7 9 )  C L IN IC  SAMPLE
NUMBER OF YEARS OF 
HEADACHE HISTORY
PROPORTION IN :  
PRESENT PACKARD'S
C L IN IC  C L IN IC
SAMPLE SAMPLE
Less  than 1 y ea r 32% ( 3 3 ) 27%
1 t o  5 y e a r s 23% ( 2 4 ) 28%
6 t o  10 y e a r s 14% ( 1 5 ) 14%
11 to  20 y e a r s 14% ( 1 5 ) 13%
More than 20 y e a r s 16% ( 1 7 ) 18%
100% ( 1 0 4 ) 100%
TABLE 4 ,  PSYCHIATRIC SYMPTOMS IN  95  PATIENTS REFERRED 




RATING N % SCORE N %
NORMAL 60 (63%) 0 - 5 61 (64%)




10 ( 11%) 11 + 15 (16%)
95 (100%) 95  (100%)
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TABLE 5 .  PROPORTIONS OF PATIENTS REPORTING DIFFERENT 
LEVELS OF BENEFITS FROM MEDICATION RECEIVED PRIOR TO 
NEUROLOGICAL REFERRAL
TYPE OF MEDICATION PERCEIVED BENEFITS
PROPORTION OF PATIENTS HELPED-  













TABLE 6 .  PATIENTS' EVALUATIONS OF ASPECTS OF THEIR  
NEUROLOGICAL C L IN IC  V I S I T
SATISFACTION WITH:
MEDICAL TREATMENT C O m U N IC A T IO l
POSIT IVE 37 (39%) 29 (31%)
NEUTRAL 27 (28%) 38 (40%)
NEGATIVE 31 (33%) 28 (29%)
95 (100%) 95 (100%)
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TABLE 7 ,  THE ASSOCIATION BETWEEN THE TWO SCALES 
OF PATIENT SATISFACTION FOR NEUROLOGICAL 
C L IN IC  PATIENTS





PO SIT IVE 23 (79%) 11 (29%) 3 (11%)
NEUTRAL 4 (14%) 17 (45%) 6 (21%)
NEGATIVE 2 (7%) 10 (26%) 19 (68%)
29 (100%) 38 (100%) 28  (100%)
CHI SQUARE 42 .0 6 D . F . = 4  P<0 .0001
TABLE 8 .  THE RELATIONSHIP BETWEEN THE PATIENT'S
D E F IN IT IO N  OF THE PROBLEM AND SATISFACTICN WITH
TREATMENT FOR SUB GROUPS OF THE SAMPLE WITH AND





P A TIE N T 'S
D E F IN IT IO N
D IS ­
SATISFIED













18 17 46 14
*  CHI SQUARE
# CHI SQUARE
7 . 8 9 ;
1 1 . 6 7
D . F . = 1 ; P < 0 0 0 5 .
; D .F .  = 1 ; P<0 .001  .
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TABLE 9 .  THE RELATIONSHIP BETWEEN PSYCHIATRIC SYMPTOMS
AND SATISFACTION WITH TREATMENT FOR SUB GROUPS WHO DO
OR DO NOT DEFINE THEIR PROBLEM AS MIGRAINE
PROBLEM DEFINED 
AS MIGRAINE
OTHER DEF IN IT ION S
SATISFIED D IS ­
SATISFIED
SATISFIED D IS ­
SATISFIED
SIGN IF ICA NT 1 8 
PSE SYMPTOMS
*





7 16 57 15
*  CHI SQUARE NOT SIGNIFICANT
# CHI SQUARE 4 . 6 9 ;  D . F . = 1 ;  P < 0 . 0 5 .
TABLE 1 0 .  THE RELATIONSHIP BETWEEN THE PATIENT 'S
REAASURANCE FROM THE HOSPITAL V I S I T  AND SATISFACTION
WITH TREATMENT FOR SUB GROUPS OF THE SAMPLE WITH AND








SATISFIED D IS ­
SATISFIED






15 11 31 8
*  CHI SQUARE= 5 . 1 0 ;  D .F = 1 ;  P < 0 . 0 5
# CHI SQUARE=6.03; D . F = 1 ; P < 0 . 0 5
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TABLE 11 ,  THE PROPORTION OF D IS SA TISF IE D  AMONGST 
PATIENTS" WITH DIFFERENT CONCERNS; (A )  IN RELATION 
TO TREATMENT AND (B )  IN RELATION TO COMMUNICATION
(A )  % D ISSA TISF IED IN RELATION TO TREATMENT
CONCERN FOR:
REASSURANCE EXPLANATION PREVENTION SYMPTOMATIC
TREATMENT
31% 0% 54% 13%
( 1 5 / 4 9 ) ( 0 / 6 ) ( 1 3 / 2 4 ) ( 2 / 1 5 )
(B )  % D ISSA TISF IED IN RELATION TO COMUNI CATION
CONCERN FOR;
REASSURANCE EXPLANATION PREVENTICN SYMPTOMATIC
TREATMENT
22% 50% 46% 13%
( 1 1 / 4 9 ) ( 3 / 6 ) ( 1 1 / 2 4 ) ( 2 / 1 5 )
TABLE 12 ALPHA R EL IA B IL IT Y  COEFFICIENTS FOR THE 
ILLNESS BEHAVIOUR QUESTIONNAIRE ( IB Q )  SCALES 
IN  STD C L IN IC
IBQ SCALE ALPHA COEFFICIENT
1. GENERAL HYPOCHONDRIASIS 0 . 6 6
2 .  DISEASE CONVICTION 0 . 5 0
3 .  PSYCHOLOGICAL/ 0 .1 1
SOMATIC PERCEPTION OF
ILLNESS
4 .  AFFECTIVE IN H IB IT IO N  0 . 7 2
5 .  AFFECTIVE DISTURBANCE 0 . 7 6
6 .  DENIAL 0 . 6 9
7 .  IR R IT A B IL IT Y  0 . 6 5
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TABLE 13 .  PRIMARY DIAGNOSIS OF PATIENTS IN THE FOLLOW
UP SAMPLE OF STD C LIN IC  ATTENDERS
DIAGNOSIS NUMBER PERCENTAGE
GONORRHOEA 11 ( 3 . 6 % )
S YPH IL IS 4 ( 1 . 3 % )
TRICHOMONIASIS 9 ( 3 . 0 % )
CANDI DOSIS 33 ( 1 0 .9 % )
GENITAL HERPES 8 ( 2 .6 % )
GENITAL WARTS 36 (1 1 .8 % )
NON SPECIF IC  
INFECTION
60 ( 1 9 .7 % )
OTHER CONDITIONS 36  
REQUIRING TREATMENT
( 1 1 .8 % )







( 2 . 0%)
( 2 9 .6 % )
TOTAL 304 ( 100%)
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TABLE 14.  ILLNESS BEHAVIOUR QUESTIONNAIRE ( IB Q )  MEAN 








GENERAL 2 . 1 2
HYPOCHONDRIASIS ( 1 . 9 2 )
1 .4 4  
( 1 . 8 4 )
2 . 6 9
( 2 . 3 1 )
DISEASE CONVICTION 1 . 6 5
( 1 . 2 9 )
1 . 5 9  
( 1 . 3 6 )
3 . 0 2  
( 1 . 6 9 )
PSYCHOLOGICAL/ 2 . 0 6
SOMATIC PERCEPTION ( 0 . 8 6 )  
OF ILLNESS
1 . 9 9  
( 0 . 8 4 )
2 . 1 5  
( 1 . 2 6 )
AFFECTIVE
I N H IB IT IO N
1 . 8 8  
( 1 . 6 3 )
2 . 4 6
( 1 . 6 0 )
2 . 9 8  
( 1 . 5 2 )
AFFECTIVE
DISTURBANCE
1 .9 4  
( 1 . 6 9 )
2 .3 1
( 1 . 6 2 )
3 . 5 6
( 1 . 6 4 )
DENIAL 2 . 5 5  
( 1 . 5 6 )
2 . 9 3
( 1 . 7 4 )
2 . 5 8
( 1 . 7 8 )
I R R IT A B IL IT Y 1 .3 8  
( 1 . 4 0 )
2 . 4 5
( 1 . 6 7 )
2 . 9  
( 1 . 9 0 )
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TABLE 15 .  SATISFACTION WITH HEALTH CARE AMONGST STD 
C L IN IC  ATTENDERS (L IN N  AND GREENFIELD'S SAMPLE 
IN PARENTHESES)
SATISFACTION ITEM AGREE UNCERTAIN DISAGREE
ART OF CARE
The d o c t o r s  seemed 67  ( 8 2 )  18 ( 1 0 )  15 ( 9 )
i n t e r e s t e d .
Noone c a r e d  about 8 ( 6 )  11 ( 9 )  81 ( 8 6 )
p r i v a c y .
D o c t o r s  d o n ' t  b o t h e r  12 ( 1 3 )  21 ( 1 1 )  67 ( 7 6 )
w i t h  many t r o u b l e s .
D o c t o r s  s to p p e d  me 65  ( 8 1 )  18 ( 1 0 )  17 ( 9 )
w o r r y  I n g .
N u rs e s  were 97 ( 9 5 )  2 ( 3 )  1 ( 2 )
■fr I endl  y .
D o c t o r s  f r i e n d l y  55 ( 8 8 )  25 ( 7 )  20 ( 5 )
and d e v o t e d .
R e c e p t i o n i s t s  were 86 ( 8 7 )  7 ( 5 )  7 ( 8 )
c o u r t e o u s .
Caused w o r r y  by 13 ( 1 1 )  10 ( 6 )  76 ( 8 3 )
not  exp 1a i n i n g .
Put me a t  67 ( 8 9 )  16 ( 6 )  17 ( 6 )
ease .
TECHNICAL QUALITY
V e r y  c a r e f u l 77 ( 8 2 ) 14 ( 8 ) 9 ( 1 0 )
e x a m i n a t i o n .  
D o c t o r s  not 10 ( 1 6 ) 17 ( 1 0 ) 73 ( 7 3 )
t h o r o u g h .
Best  c a r e  one c o u ld 65 (81 ) 27 ( 1 2 ) 8 ( 8 )
expec t .
D o c t o r s  seemed 86 ( 7 0 ) 10 ( 1 3 ) 4 ( 1 6 )
e xp e r  i e n c e d . 
Seemed competent 85 ( 8 6 ) 13 ( 1 1 ) 2 ( 3 )
and we 11 t r a i n e d .  
D o c t o r s  seemed 75 ( 7 1 ) 18 ( 1 5 ) 7 ( 1 4 )
v e r y  o r g a n i s e d .
EFFICACY OF CARE 
H e a l t h  b e t t e r  because  
of  c a r e .
D id  as much as 
expec t e d .
Some t h i n g s  not  
v e r y  he 1p f u l  .
H e lp e d  me f e e l  
a l o t  b e t t e r .
67 ( 7 0 ) 21 ( 1 7 ) 12 ( 1 2 )
75 ( 8 4 ) 19 ( 1 1 ) 6 ( 6 )
13 ( 1 8 ) 13 ( 1 5 ) 74 ( 6 7 )
67 ( 7 6 ) 21 ( 1 0 ) 13 ( 1 4 )
TABLE 1 6 .  DIFFERENCES BETWEEN SUBGROUPS IN  
SATISFACTION SCORES
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VARIABLE SATISFACTION WITH:  
ART OF CARE TECHNICAL 
QUALITY
EFFICACY
SEX Z= - 0 . 9 0 9  
N . S .
Z= - 1 . 1 9 3  
N . S .
Z= - 0 . 7 9 1  
N . S .
AGE
(3 0  or  l e s s ,  
31 & o l d e r )
Z= - 0 . 7 8 0  
N . S .
Z= - 0 . 4 5 4  
N . S .
Z= - 0 . 4 8 1  
N . S .
SOCIAL CLASS 
(W o r k in g  c l a s s  
M i d d l e  c l  a s s )
Z= - 0 . 8 8 9  
, N . S .
Z= - 0 . 7 7 0  
N . S .
Z= - 1 . 1 6 6  
N . S .
EDUCATION 
(A - L e v e l  or  
l e s s ,  H ig h e r  
e d u c . )
Z= - 2 . 1 6 4  
P < 0 .0 5
Z= - 2 . 0 7 1  
P < 0 .0 5
Z= - 1 . 5 5 7  
N . S .
MARIT.  STATUS 
( M a r r  i e d , 
s i ngl  e )
Z= - 0 . 2 9 3  
N . S .
Z= - 0 . 4 7 0  
N . S .
Z= - 0 . 9 9 5  
N . S .
SEXUAL ORIENT.  
( M a l e s  o n l y .
H e t e r o . , h o m o . )
Z= - 1 . 4 5 0  
N . S .
Z= - 1 . 5 4 1  
N . S .
Z= - 2 . 1 7 8 ,  
P < 0 . 0 5
OLD/NEW
PATIENT
Z= - 2 . 6 0 8 ,  
P < 0 .0 5
Z— —3 . 8 1 5  
P <0 .0 0 0 1
Z= - 2 . 3 3 9  
P < 0 .0 5
CASENESS Z= - 1 . 8 5 0  
N . S .
Z= - 2 . 6 9 4  
P<0 .01
Z= - 2 . 0 5 7  
P<0 . 0 5
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TABLE 17.  CORRELATION COEFFICIENTS BETWEEN 
SATISFACTION WITH AFFECTIVE BEHAVIOUR AND MEDICAL 
TREATMENT. BEN S IR A 'S  SAMPLE ( 1 9 8 0 )
SATISFACTION WITH MEDICAL CARE
SATISFACTION WITH 
AFFECTIVE BEHAVIOUR
SKILLS FEELINGS OF 
REASSURANCE
TREATMENT
INTEREST ■ 66 . 6 7 .7 8
DEVOTION .80 .8 3 .8 3
TIME .7 7 .80 .80
TABLE 18 .  CORRELATION COEFFICIENTS BETWEEN 
SATISFACTION WITH AFFECTIVE BEHAVIOUR AND MEDICAL 
TREATMENT. STD C L IN IC
SATISFACTION WITH 
AFFECTIVE BEHAVIOUR
SATISFACTION WITH MEDICAL CARE















TABLE 1 9 . CORRELATION COEFFICIENTS BETWEEN AFFECTIVE











INTEREST . 7 7 .6 5 .6 7 . 5 8
DEVOTION .8 3 .8 3 .7 9 . 7 6









INTEREST .7 8 .65 .60 .6 5
DEVOTION .90 . 85 . 7 9 . 7 7










INTEREST .91 .7 8 .7 3 .70
DEVOTION .9 3 .8 3 .81 . 7 6
TIME .90 .8 5 .6 8 .7 7
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TABLE 2 0 . CORRELATION COEFFICIENTS BETWEEN AFFECTIVE
AND INSTRUMENTAL ITEM S. CONTROLLING FOR EDUCATION.








medium h ig h  
( 8 5 )  ( 1 1 8 )
INTEREST . 2 9 .41 .4 9
DEVOTION .4 4 .4 8 . 4 2








medium h ig h  
( 8 5 )  ( 1 1 8 )
INTEREST . 6 8 .7 2 . 6 4
DEVOTION . 7 8 .6 4 .5 5









( 8 5 )  (
WITH
h i gh 
118)
INTEREST .5 4 .51 . 5 5
DEVOTION . 6 4 .4 3 . 5 3
TIME .60 .4 8 . 5 3
( E d u c a t i o n ;  Lo w = 'O '  l e v e l  or l e s s ;
Medium= ' A '  l e v e l ;  H igh= F u r t h e r  q u a l i f . )
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TABLE 2 1 . CORRELATION COEFFICIENTS BETWEEN AFFECTIVE
AND INSTRUMENTAL ITEMS. CONTROLLING FOR









medium h i gh
INTEREST .5 8 .6 9 .71
DEVOTION .7 6 .7 7 .90








med i um h i gh
INTEREST .5 4 .6 9 . 7 4
DEVOTION .7 9 .8 3 . 8 9








medium h i gh
INTEREST .7 3 .7 6 . 8 5
DEVOTION .7 3 .8 2 .81
TIME .7 8 .79 . 7 9
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TABLE 2 2 . CORRELATIONS BETWEEN AFFECTIVE AND
INSTRUMENTAL ITEM S. CONTROLLING FOR CONCERN WITH









medium h ig h  
( 1 0 7 )  ( 1 0 9 )
INTEREST .4 9 .37 .4 4
DEVOTION .5 6 .3 5 .4 4









medium h ig h  
( 1 0 7 )  ( 1 0 9 )
INTEREST .70 .6 9 . 6 3
DEVOTION .6 4 .71 . 58









medium h ig h  
( 1 0 7 )  ( 1 0 9 )
INTEREST .50 .5 2 . 5 2
DEVOTION . 4 5 .45 . 5 6
TIME .3 6 .47 . 5 7
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TABLE 2 3 , CORRELATION COEFFICIENTS BETWEEN AFFECTIVE
AND INSTRUMENTAL ITEM S. CONTROLLING FOR GENERAL




( 7 5 )




medium h ig h  
( 6 6 )  ( 1 6 4 )
INTEREST .3 8 .3 9 . 4 6
DEVOTION . 4 3 .3 3 . 4 8








medium h i gh
( 7 5 ) ( 6 6 ) ( 1 6 4 )
INTEREST .6 4 .70 . 6 7
DEVOTION . 5 7 .6 9 . 6 5








medium h i gh
( 7 5 ) ( 6 6 ) ( 1 6 4 )
INTEREST . 4 7 .58 .51
DEVOTION .4 7 .56 . 4 7
TIME . 5 2 .53 . 4 8
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SATISFACTION MODEL ( PEARSON CORRELATION COEFFICIENT)




2 . SATISFACTION WITH 
INTEREST (AFFECTIVE  
ITEM)
- . 1 2 * 1
3 . SATISFACTION WITH 
SKILLS (TECHNICAL 
QUALITY ITEM)
- . 2 3 .4 4  1
4 . SATISFACTION WITH 
TREATMENT 
(EFFICACY ITEM)
- .  26 .5 2  .50 1
( A l l  s i g n i f i c a n t  a t  P<0 .001 ; e x c e p t  *  P < 0 . 0 5 )
TABLE 2 5 .  CORRELATIONS BETWEEN ILLNESS BEHAVIOUR
SCALES AND PATIENT SATISFACTION
SATISFACTION WITH





HYPOCHONDRIASIS - . 1 1 - . 1 1 — .0 8
P<0 .0 5 P < 0 . 0 5 N . S .
DISEASE CONVICTION - . 1 8 —. 23 - . 1 8
P < 0 .001 P <0 .0001 P<0 .001
PSYCHOLOGICAL V . — .0 8 — .0 8 - . 0 1
SOMATIC PERCEPTION 
OF ILLNESS
N . S . N . S . N . S .
AFFECTIVE - . 0 1 - . 0 4 - . 0 1
I N H IB IT IO N N . S . N . S . N . S .
AFFECTIVE - . 0 7 - . 0 6 - . 0 7
DISTURBANCE N . S . N . S . N . S .
DENIAL .13 .10 .0 6
P<0 .01 P < 0 .0 5 N . S .
IR R IT A B IL IT Y - . 0 8 - . 0 5 - . 0 8
N . S . N . S . N . S .
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TABLE 2 6 .  PROPORTION OF PATIENTS REPORTING 
THEMSELVES AS HAVING A PARTICULAR CONCERN IN  




prove  s t r a i g h t  75 24 .7%
f o r w a r d
2 . May prove  57 18.8%
pa i n f u 1
3 . May not c l e a r  110 36 .2%
up q u i c k l y
4 . May a f f e c t  f u t u r e  85 28 .0%
h e a l t h
5 . May be a 110 36 .1%
s e r  i ous i 11 ness
6 . May a f f e c t  sex 143 46 .9%
1 i f e
7 . May a f f e c t  68 22 .3%
f e r t i 1 i t y
8 . I l l n e s s  co n ce rn  66 21.7%
di s r u p t s  1 i f e
9 . D i f f i c u l t  to  68 22 .4%
r e a s s u r e  about  
prob lem
For i tem s 2 to  8 ,  a p o s i t i v e  s c o re  i s  based on the  
re s p o n d e n t  s e l e c t i n g  ' m o d e r a t e l y '  or  ' v e r y  much'  in 
r e l a t i o n  to  the  r e l e v a n t  q u e s t i o n .  For  i te m s  1 and 9 ,  a 
p o s i t i v e  s co re  i s  based on the re s p o n d e n t  s e l e c t i n g  
' y e s '  in r e l a t i o n  to  the r e l e v a n t  q u e s t i o n .  T h e re  a re  a 
v a r i a b l e  number ( 1 5 - 1 7 )  o f  m i s s i n g  re s p o n s e s  f o r  these  
i terns.
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TABLE 2 7 ,  CORRELATION COEFFICIENTS BETWEEN ILLNESS  
CONCERN ITEMS AND PATIENT SATISFACTION
SATISFACTION WITH;





prove  s t r a i g h t - . 1 7 - . 2 3 —. 23
f o r w a r d P < 0 .001 P<0 .0001 P <0 .000 1
May prove - . 1 8 - . 2 0 - . 2 1
pa i n f u 1 P < 0 .001 P<0 .0 001 P<0 .0001
May not c l e a r —. 22 - . 2 8 - . 3 0
up q u i c k l y P<0 .0001 P<0 .0 001 P <0 .000 1
May a f f e c t — .1 3 - . 2 1 - . 1 7
f u t u r e P < 0 .0 5 P <0 .0001 P < 0 . 0 0 5
h e a l t h
May be a - . 0 1 — .0 3 - . 0 6
s e r  i ous N . S . N . S . N . S .
i 11 ness
May a f f e c t  sex - . 1 1 - . 1 6 - . 1 2
1 i f e P<0 . 0 5 P < 0 .0 0 5 P < 0 . 0 5
May a f f e c t - . 1 2 - . 0 8 - . 1 0
f e r t  i l i t y P < 0 .0 5 N . S . P < 0 .0 5
I l l n e s s  c oncern - . 0 3 — .0 8 — . 0 8
di s r u p t s  1 i f e N .S N . S . N . S .
D i f f i c u l t  to - . 1 4 - . 1 6 - . 1 7
r e a s s u r e  about P<0 . 0 5 P < 0 .0 0 5 P < 0 .001
prob lem
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TABLE 2 8 . THE DIFFERENCES BETWEEN OLD AND NEW PATIENTS




Z = - 0 . 5 3 5 ,  N .S
ART OF 
CARE
Z = - l . 6 2 6 ,  N .S
ART OF 
CARE
Z = - 2 . 6 1 2 ,
P < 0 . 0 5
DISEASE CONVICTION LOW 
TECHNICAL QUALITY EFFICACY
Z = - 0 . 1 9 8 ,  N . S .  Z = - 1 . 1 1 8 ,  N . S .
DISEASE CONVICTION MEDIIM  
TECH^IICAL QUALITY EFFICACY
Z = - 2 . 1 0 5 , P < 0 . 0 5  Z = - 1 . 7 3 4 ,  N . S .
DISEASE CONVICTION HIGH 
TECHNICAL QUALITY EFFICACY
Z = - 3 . 6 6 0 ,  P < 0 .0 0 0 5  Z = - 2 . 4 5 0 ,  P < 0 .0 5
TABLE 29 CORRELATION COEFFICIENTS OF DISEASE 
CONVICTION WITH SATISFACTION SCALES. FOR 








■0 . 2 2  
P<0 . 0 0 5
■0 . 1 1




P < 0 .0 5
- 0 . 2 7
P <0 .000 1
■0.15
P < 0 .0 5
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TABLE 3 0 .  INTERACTION BETWEEN ILLNESS CONCERNS. 
SOCIAL AND PSYCHOLOGICAL VARIABLES AND SATISFACTION  
WITH THE ART OF CARE
ILLNESS CONCERN CORRELATION COEFFICIENT OF
ILLNESS CONCERN
WITH SATISFACTION  
IN FOLLOWING SUB GROUPS;
Prob lem  may not  
prov e  s t r a i g h t f o r w a r d
E d u c a t io n  h igh  
- 0 . 4 0  ( - 0 . 1 7 )  
( N = l 18)
Prob lem  may
a f f e c t  f u t u r e  h e a l t h
Male  h e t e r o s e x u a l  
- 0 . 5 1  ( - 0 . 1 3 )  
(N = 4 2 )
Prob lem  may a f f e c t  
sex l i f e
' P s y c h o l o g i c a l  C a s es '  
- 0 . 2 4  ( - 0 . 1 1 )  
(N = 1 0 8 )
D i f f i c u l t  to  
r e a s s u r e  about p ro b le m
E d u c a t io n  low  
- 0 . 2 5  ( - 0 . 1 4 )  
(N = 16 7)
( C o r r e l a t i o n  c o e f i c i e n t s  between i l l n e s s  c o n cern  i tem s  
and s a t i s f a c t i o n  s c a l e s  amongst d i f f e r e n t  s u b g ro u p s ;  
z e r o  o r d e r  c o r r e l a t i o n  c o e f f i c i e n t s  in b r a c k e t s )
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TABLE 31 INTERACTION BETWEEN ILLNESS CONCERNS. 
SOCIAL AND PSYCHOLOGICAL VARIABLES AND SATISFACTION  
WITH THE EFFICACY OF CARE
ILLNESS CONCERN CORRELATION COEFFICIENT  
OF ILLNESS CONCERN 
WITH SATISFACTION 
IN  FOLLOWING SUBGROUPS;
Problem may not  
prove  s t r a i g h t f o r w a r d
E d u c a t io n  High  
- 0 . 3 5  ( - 0 . 2 3 )
( N = l 18)
Problem may not  
c 1 e a r  up q u i c k l y
M ale  Homosexuals  
- 0 . 4 6  ( - 0 . 3 0 )
(N =69)
Problem may a f f e c t  
sex 1 i fe
' P s y c h o l o g i c a l  c a s e s '  
- 0 . 2 5  ( - 0 . 1 2 )
(N =1 08)
H y p o c h o n d r i a s i s  H igh  
- 0 . 2 1  ( - 0 . 1 2 )
(N =1 64)
D i f f i c u l t  to  
r e a s s u r e  about  p ro b le m
M ale  Homosexuals  
- 0 . 3 7  ( - 0 . 1 7 )  
(N =6 9 )
E d u c a t io n  low 
- 0 . 3 6  ( 0 . 1 7 )
(N = 1 67)
( C o r r e l a t i o n  c o e f i c i e n t s  between i l l n e s s  c o n c e rn  i tem s  
and s a t i s f a c t i o n  s c a l e s  amongst d i f f e r e n t  s u b g ro u p s :  
z e r o
o r d e r  c o r r e l a t i o n  c o e f f i c i e n t s  in b r a c k e t s )
TABLE 32 SATISFACTION WITH ART 












Concern t h a t  p ro b le m
may not c l e a r  up
q u i c k l y  ( IC Q )  - 0 . 1 9 5 0 .0 6 1 0 .0 6 1
D e n ia l  ( IB Q ) 0 . 1 4 5 0 . 0 9 6 0 . 0 3 5
Educat  i on - 0 . 1 2 4 0 . 1 0 9 0 . 0 1 3
D isea se  C o n v i c t i o n  
( IB Q )
' O l d '  or 'n e w '  
p a t i e n t
- 0 . 1 2 4
0 .1 0 0
0 .1 2 1
0 .1 3 0
0 . 0 1 2
0 . 0 0 9
TABLE 3 3 .  SATISFACTION WITH TECHNICAL











Concern t h a t  
prob lem  may not  
c l e a r  up 
qu i c k 1y ( I C Q ) - 0 . 2 4 9 0 . 1 0 6 0 . 1 0 6
' O l d '  or 'N ew '  
p a t  i en t
0 . 1 8 2 0 . 1 3 7 0 .0 3 1
D isea se  c o n v i c t i o n  
( IB Q )
- 0 . 1 9 3 0 . 1 6 8 0 .0 3 1
Educat i on - 0 . 1 1 4 0 . 1 8 0 0 . 0 1 2
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TABLE 3 4 ,  SATISFACTION WITH TECHNICAL 











Concern t h a t  
p rob lem  may not  
c 1 e a r  up q u i c k l y  
( IC Q )
- 0 . 2 5 1 0 . 1 2 4 0 . 1 2 4
D is ea s e  C o n v i c t i o n - 0 . 1 2 4 0 . 1 3 9 0 . 0 1 5
' O l d '  or  'n e w '  
p a t  i e n t
0 . 1 2 8 0 . 1 5 4 0 . 0 1 5
Educat i on - 0 . 1 0 1 0 . 1 6 4 0 .0 1 0
Concern w h e th e r  - 0 . 1 1 0  
prob lem
s t r a i g h t f o r w a r d  ( IC Q )
0 . 1 7 3 0 . 0 0 9
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FIGURE 1,  ALTERNATIVE MODELS OF THE DETERMINANTS OF 
SATISFACTION WITH TREATMENT
Mode] 1
X ( s a t i s f a c t i o n
i th i n t e r e s t )
( s a t i s f a c t i o n
w i t h  s k i l l s )
A (c o n c e rn
about h e a l t h )I
( s a t i s f a c t i o n  
w i t h  t r e a t m e n t )
Mode 1 2
X ( s a t i s f a c t i o n
i th i n t e r e s t )
( s a t  i s f a c t i o n
w i t h  s k i l l s )
A (c o n c e rn
abou t h e a l t h )1
( s a t i s f a c t i o n  
w i t h  t r e a t m e n t )
Mode 1 3
X ( s a t i s f a c t i o n
w i t h  i n t e r e s t )1
Y
( s a t  i s fa c  t i on
w i t h  s k i l l s )
A (c o n c e rn
about h e a l t h )
( s a t i s f a c t i o n  
w i t h  t r e a t m e n t )
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APPENDIX;QUESTIONNAI RES USED IN STD C L IN IC  STUDY
1. I l l n e s s  B e h a v io u r  Q u e s t i o n n a i r e
(The - fu l l  62  i tem  q u e s t i o n n a i r e  was used in the  STD 
c l i n i c  s u r v e y .  O n ly  the i tems t h a t  c o n t r i b u t e  to  one o-f 
the seven s c a l e s  a r e  re p r o d u c e d  h e r e .  I t e m s  a re  
answered Yes or  No, and p o s i t i v e  answers  c o n t r i b u t e  to  
the s c a l e  i n d i c a t e d  in b r a c k e t s  a f t e r  each i t e m ,  u n l e s s  
*  i s  i n d i c a t e d ,  in which  case a n e g a t i v e  answer  
c o n t r i b u t e s  to  the  s c a l e . )
2 .  Do you t h i n k  t h e r e  i s  som eth ing  s e r i o u s l y  wrong w i t h  
your  body?
( D i s e a s e  c o n v i c t i o n )
3 .  Does your  i l l n e s s  i n t e r f e r e  w i t h  your  l i f e  a g r e a t  
deal  ?
( D i s e a s e  c o n v i c t i o n )
4 .  Are you e asy  to  g e t  on w i t h  when you a r e  i l l ?  *
( I r r i t a b i 1 i t y )
7 .  I f  the d o c t o r  t o l d  you he c o u ld  f i n d  n o t h i n g  wrong  
w i t h  you w ould  you b e l i e v e  him? *
( D i s e a s e  c o n v i c t i o n )
9 .  I f  you f e e l  i l l  and someone t e l l s  you t h a t  you a r e  
l o o k i n g  b e t t e r ,  do you become annoyed?
(G e n e ra l  h y p o c h o n d r i a s i s )
10 .  Do you f i n d  t h a t  you a re  o f t e n  aware o f  v a r i o u s  
t h i n g s  h a p p e n in g  in your  body?
(D i s e a s e  c o n v i c t i o n )
11.  Do you e v e r  t h i n k  o f  your  i l l n e s s  as  a pun ishm ent  
f o r  so m eth in g  you have done wrong in the  p a s t ?
(P s y c h .  V .  Som. p e r c e p t i o n  of  i l l n e s s )
12 .  Do you have t r o u b l e  w i t h  your  n e r v e s ?
( A f f e c t i v e  d i s t u r b a n c e )
16.  Are  you b o t h e r e d  by many aches and p a i n s ?  *
(P s y c h .  V .  Som. p e r c e p t i o n  of  i l l n e s s )
17 .  Does your  i l l n e s s  a f f e c t  the way you g e t  on w i t h  
your  f a m i l y  or f r i e n d s  a g r e a t  d e a l ?
( I r r i t a b i 1 i t y )
18.  Do you f i n d  t h a t  you ge t  a n x io u s  e a s i l y ?
( A f f e c t i v e  d i s t u r b a n c e )
2 0 .  Are you more s e n s i t i v e  to  p a in  than o t h e r  p e o p le ?  
(G e n e ra l  h y p o c h o n d r i a s i s )
2 1 .  Are you a f r a i d  o f  i l l n e s s ?
( G e n e ra l  h y p o c h o n d r i a s i s )
2 2 .  Can you e x p r e s s  your  p e rso n a l  f e e l i n g s  e a s i l y  to  
o t h e r  p e o p le ?  *
( A f f e c t i v e  i n h i b i t i o n )
2 4 .  Do you t h i n k  t h a t  you w o r r y  about  your  h e a l t h  more 
than most p e o p le ?
( G e n e ra l  h y p o c h o n d r i a s i s )
2 7 .  Except  f o r  your  i l l n e s s ,  do you have any p ro b le m s  
i n your  l i f e ?  *
( Den i a l )
2 9 .  Do you f i n d  t h a t  you g e t  j e a l o u s  o f  o t h e r  p e o p l e ' s  
good h e a l t h ?
(G e n e ra l  h y p o c h o n d r i a s i s )
Page 446
3 0 .  Do you e v e r  have s i l l y  th o u g h ts  about  you h e a l t h  
which  you c a n ' t  g e t  out o f  your  m in d ,  no m a t t e r  how 
h a r d  you t r y ?
(G e n e r a l  h y p o c h o n d r i a s i s )
3 1 .  Do you have any f i n a n c i a l  p rob lem s?  *
( D e n i a l )
3 2 .  Are you u p s e t  by the  way p e o p le  ta k e  your  i l l n e s s ?  
(G e n e r a l  h y p o c h o n d r i a s i s )
3 5 .  Are you s l e e p i n g  w e l l ?  *
( D i s e a s e  c o n v i c t i o n )
3 6 .  When you a re  a n g r y ,  do you tend  to  b o t t l e  up your  
f e e l  i ngs?
( A f f e c t i v e  i n h i b i t i o n )
3 7 .  Do you o f t e n  t h i n k  you m ig h t  s u d d e n ly  f a l l  i l l ?  
(G e n e r a l  h y p o c h o n d r i a s i s )
3 8 .  I f  a d i s e a s e  i s  b r o u g h t  to  your  a t t e n t i o n  ( t h r o u g h  
the  r a d i o ,  t e l e v i s i o n ,  newspapers  or  someone you know)  
do you w o r r y  about g e t t i n g  i t  y o u r s e l f ?
(G e n e r a l  h y p o c h o n d r i a s i s )
4 1 .  Do you f i n d  t h a t  you a r e  b o t h e r e d  by many d i f f e r e n t  
symptoms?
( D i s e a s e  c o n v i c t i o n )
4 3 .  Do you have any f a m i l y  prob lem s? *
( D e n i a l )
4 4 .  Do you t h i n k  t h e r e  i s  s o m eth in g  the  m a t t e r  w i t h  
your  mind?
Psych .  V .  som. p e r c e p t i o n  o f  i l l n e s s )
4 6 .  I s  your  bad h e a l t h  the  b i g g e s t  d i f f i c u l t y  in yo u r  
1 i f e ?  *
( P s y c h .  V .  som. p e r c e p t i o n  o f  i l l n e s s )
4 7 .  Do you f i n d  t h a t  you g e t  sad e a s i l y ?
( A f f e c t i v e  d i s t u r b a n c e )
5 1 .  Do you f i n d  t h a t  you g e t  a n g ry  e a s i l y ?
( D e n i a l )
2 .  P a t i e n t  S a t i s f a c t i o n  Q u e s t i o n n a i r e  ( L i n n  and  
G r e e n f i e l d . 1982)
P a t i e n t s  were a s k e d ,  f o r  each i t e m ,  to  u n d e r l i n e  one
response  t h a t  f i t t e d  t h e i r  v ie w s  f ro m :
s t r o n g l y  a g ree  u n c e r t a i n  d i s a g r e e  s t r o n g l y
ag ree  d i s a g r e e
The s c a l e  to  which  each i te m  c o n t r i b u t e s  i s  i n d i c a t e d  
a f t e r  the i tem.
1.  The d o c t o r  seemed to  have a genu ine  i n t e r e s t  in me 
as a p e r s o n .  ( A r t )
2 .  Noone seemed to  c a re  v e r y  much about my p r i v a c y .  
( A r t )
3 .  D o c to rs  in the  c l i n i c  d o n ' t  want to  b o t h e r  w i t h  many
o f  the t h i n g s  t h a t  r e a l l y  t r o u b l e  me. ( A r t )
4 .  The d o c t o r s  were v e r y  c a r e f u l  to  check e v e r y t h i n g  
when e x a m in in g  me. ( T e c h n i c a l  q u a l i t y )
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5 .  I am in b e t t e r  h e a l t h  now because o f  the  c a r e  I 
r e c e i v e d  t h e r e .  ( E f f i c a c y )
6 .  The d o c t o r s  d i d  t h e i r  v e r y  b e s t  to  keep me f rom  
w o r r y i n g  about t h i n g s .  ( A r t )
7 .  The n u rs e s  t r e a t e d  me in a f r i e n d l y  m anner .  ( A r t )
8 .  The d o c t o r s  were not as thorough as th e y  s h o u ld  have  
b e en .  ( T e c h n i c a l  q u a l i t y )
9 .  The q u a l i t y  o f  c a re  I r e c e i v e d  t h e r e  was the  b e s t  
anyone c o u ld  e x p e c t .  ( T e c h n i c a l  q u a l i t y )
10 .  The d o c t o r s  d i d  as much as c o u ld  be e x p e c t e d  to  
h e lp  me g e t  w e l l .  ( E f f i c a c y )
11 .  The d o c t o r s  were v e r y  f r i e n d l y ,  seemed d e v o t e d  to  
me and o t h e r  p a t i e n t s .  ( A r t )
12 .  The d o c t o r s  took t ime to  put me a t  ease and t r i e d
to  make me more c o m f o r t a b l e .  ( A r t )
13 .  The d o c t o r s  seemed to  have e x p e r i e n c e  w i t h  my k i n d  
o f  p r o b le m .  ( T e c h n i c a l  q u a l i t y )
14 .  The d o c t o r s  seemed com peten t  and w e l l  t r a i n e d .  
( T e c h n i c a l  q u a l i t y )
15 .  Some o f  the t h i n g s  the  d o c t o r  d i d  were no t  v e r y  
h e l p f u l .  ( E f f i c a c y )
16 .  In  g e n e r a l  a l l  the c l e r k s  and r e c e p t i o n i s t s  were  
c o u r t e o u s  and r e s p e c t f u l . ( A r t )
17 .  The d o c t o r s  caused me to  w o r r y  because t h e y  d i d  not
e x p l a i n  t h i n g s  to  me or  t e l l  me what was h a p p e n in g .
( A r t )
18 .  The d o c t o r s  seemed v e r y  o r g a n i s e d ,  (knew what t o  do 
n e x t  and had my t r e a t m e n t  w e l l  p l a n n e d ) .  ( T e c h n i c a l  
qual i t y )
The d o c t o r s  h e lp e d  me f e e l  a l o t  b e t t e r .  ( E f f i c a c y )
3 . I l l n e s s  Concern Q u e s t i o n n a i r e
I t e m  1 had the  f o l l o w i n g  resp o n s e  c a t e g o r i e s ;
Yes No U n c e r t a i n
I t e m s  2 to  8 had the f o l l o w i n g  response  c a t e g o r i e s :  
Not  a t  a l l  A l i t t l e  M o d e r a t e l y  V e r y  Much
I t e m  9 had the f o l l o w i n g  response  c a t e g o r i e s :
Yes No A l i t t l e
1.  Do you f e e l  r e a s o n a b l y  happy t h a t  the p rob lem  t h a t  
b ro u g h t  you here  today  w i l l  p rove  to  be s im p le  and  
s t r a i g h  t f o r w a r d ?
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2 .  Are  you w o r r i e d  t h a t  t h i s  p ro b le m  m ig h t  t u r n  o u t  to  
be v e r y  p a i n f u l ?
3 .  Are  you w o r r i e d  t h a t  the  p ro b le m  may no t  c l e a r  uyp 
qu i c k 1y?
4 .  Are  you w o r r i e d  t h a t  in some way your  f u t u r e  h e a l t h  
m ig h t  be a f f e c t e d ?
5 .  How c o n ce rn e d  a re  you about  the  p o s s i b i l i t y  o f  a 
s e r  i ous i 11 ness?
6 .  Are  you co n ce rn ed  t h a t  such an i l l n e s s  m ig h t  somehow 
a f f e c t  your  sexua l  l i f e ?
7 .  Do you e v e r  w o r r y  t h a t  such an i l l n e s s  m ig h t  in some 
way i n f l u e n c e  your  chances  o f  h a v i n g  c h i l d r e n ?
8 .  Has t h i n k i n g  about such an i l l n e s s  in any way 
d i s r u p t e d  your  d a i l y  l i f e ?
9 .  Have o t h e r  p e o p le  been a b l e  to  r e a s s u r e  you about  
your  prob lem ?
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